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From the Management’s Desk…

Technology and Management in Knowledge Society:
Innovate, Integrate and Inspire

The theme of the annual seminar of DR VN BRIMS, scheduled for 3rd February, 2018 as presented
above, is rather loaded and presents the future challenges for Indian Industry to forge ahead given the volatility,
uncertainty, complexity and ambiguity (VUCA) of the business environment. While the Indian Economy is just
adjusting itself to the post ‘Demonetisation and GST’ impact, the manufacturing sector has not come upto
expectations to fully stimulate investment levels to accelerate capital formation and provide avenues for
employment particularly to generation Y defined as youth below thirty five years. If the demographic dividend
has to be proactively tapped to boost the return on financial, human and social capital, industry has to change
its mode of operation and evolve a holistic package of ‘man-machine-market-money-materials’ management
policies. Human assets’ performance, however, is the key differentiator to spur innovation and stimulate creativity
to provoke the genius of people at work which in turn provides competitive or winning edge to enterprise. At
the same time, industry has to embrace what has now come to be known as industry 4.0 which is defined,

 “as a name for the current trend of automation and data exchange in manufacturing technologies. It
includes cyber- physical systems, the internet of things, cloud computing and cognitive computing.”

Thus, the universe at large has moved over the years from mechanization to mass production and then to
information and communication technology. Now we are in the new fourth world of cyber physical systems.

The new rapidly emerging (in some cases emerged) era of industry includes, inter-alia, advent of robotics,
increasing automation, artificial intelligence (AI), sensors, big data capabilities, process dominant activities and
last but not the least augmented reality. In the manufacturing domain, mass customisation is the order of the
day. Industry has already moved in that direction. Yet another dimension of advent of technology is the emergence
of AI, sensors which will be the major drivers to facilitate data capture to AI which in turn will use it for decision
support system.

Further all activities will be process driven, resulting in standardisation to minimize errors. All the above
activities will only render human assets literally redundant and ways and means of engaging human resources is
the key challenge following technological interventions which make man a ‘cog-in-the-wheel’ as was the
prophecy of Sir Bertrand Russell in his book, of the fifties, ‘The Impact of Science on Society’.

The above parameters prevail, in the industrial environment, almost as a mandate to be addressed rather
than choice of adoption. However, the new industrial apparatus and anatomy require new sets of aptitude,
skills and knowledge, thus spelling out the void in talent available vis-a-vis talent employable. Moreover the
younger generation is looking forward for workplaces which can make work enjoyable, pleasant, optimistic
and also affording fair, equitable and just treatment and respect in an otherwise traditional hierarchical structure
in industry. Hence, new ways and means have to be evolved to identify and retain talent that can feel that
workplace is good for them to continue and contribute effectively.

Many companies are making serious attempts to bring about a reformative and transformative workplace
with the help of leaders capable of driving transformation and involving ‘generation Y’ as part and parcel of the
change process.
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Different workplaces have adopted different approaches to motivate employees in favour of higher and
higher all round attainment levels. Thus, a few examples include gender equality and effective talent management
(Gabriel India Ltd.), work matters not attendance and clear career paths (Godrej Consumer Products Ltd.),
increasing learning opportunities (NTPC Ltd.), leadership communication (JK Lakshmi Cement Ltd.), skilling
and re-skilling through capabilities enhancement (Mahindra Auto) and laying stress on attitudes - ‘will as more
prized than skill’ (Marico Ltd.) and so many others.

Thus, we need to innovate and integrate technology and management and draw due inspiration from the
human assets of the country at large to benefit from the demographic dividend of our youth.

In the above background of a totally new landscape of business, Srujan - the research journal of DR V N
BRIMS for 2018 presents the following:

Thirteen articles cutting across different functional areas viz. operations, marketing, finance, technology.

a) A section dedicated to showcase research activities at DR VN BRIMS during 2017-18 viz. book reviews,
case studies, state-of-the-art knowledge in areas of interest of learned scholars of management fraternity
(students and teachers). Further a glimpse of the research process at DR VN BRIMS over the years,
since inception (2005), is also presented.

b) A synoptic view of the papers published in the current issue of Srujan (2018) as presented in the Editorial
and suggestions by one and all to improve the nature and contents of Srujan (2018) are most welcome.

Dr. Vijay V. Bedekar
Chairman

Vidya Prasarak Mandal,
Thane

Dr. Guruprasad Murthy
Director General

Chief Editor, Srujan
DR VN BRIMS

Dr. Nitin Joshi
Director

DR VN BRIMS
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Editorial

We are happy to present the third issue of Srujan-2018. This issue unfolds research papers by scholars
and also various research activities at DR VN BRIMS. We thank all the contributors for their unstinted support.
The papers are spread across various areas of management viz. technology, marketing, corporate social
responsibility, operations, innovation and the like.

The papers on technology present the impact of technology on different aspects of business viz. awareness
and utilization of mobile applications and usage by business school faculty and students, role of technology in
banks in improving innovation and productivity levels, in facilitating banking reforms; knowledge societies and
smart campuses.

Papers in the domain of marketing have an array of topics which include distributor’s performance and
growth of enterprise, consumer behaviour in the pharmaceutical industry with respect to over the counter
products, consumer behaviour vis-a-viz online shopping and brand image. A few papers address lateral, but
relevant issues, like e-commerce in the banking sector and employee perceptions, service quality and purchase
decision in lubricants and metal forming industries and book review on ‘Three Box Solution – A Strategy for
Leading Innovation’, case study on Brihanmumbai Electricity Supply and Transport (BEST), utilization of
third-party logistics services in the e-commerce industry.

Thus, Srujan-2018 presents a cross-section of thoughts on a diverse range of topics which enriches the
knowledge base of management literature. We hope our readers will enjoy reading the issue and add value to
the development of management literature by carrying forward thoughts presented to newer horizon through
further engagement in research.

Editorial Committee

Dr. Sukhada Tambe Dr. Smita Jape Ms. Sushma Dave
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Writing the perfect paper is a lot like a military operation.
It takes discipline, foresight, research, strategy,

and if done right, ends in total victory.

                                                                        - Ryan Holiday
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Information Technology in Indian Banks-A Review
Dr. Gauri Heble

Assistant Professor
Dr. V.N. Bedekar Institute of Management Studies

Email : gauri.heble@gmail.com

Abstract : Countries the world over have now recognised the need for convergence and design of new and innovative business
practices, especially in the field of banking to keep up with the changes taking place within the industry, both domestic and
global.  The Indian Banking industry is backbone of the Indian financial system. Several countries including India have now
made substantial improvements and commitments in the banking sector. This is due to the many challenges that banks face
today. Banks the world over have become aware of the changes that have to be incorporated within the banking industry to
keep up with the competition and its ever-changing environment. A variety of reasons has forced the Indian banks to
continuously reassess and reposition themselves in the international market. Increasing domestic competitive pressures have
necessitated changes in many key areas ranging from robust risk management practices, skilled manpower, IT systems and
sound marketing practices. This paper attempts to understand the process of implementation of Technology in Indian Banks.
It also focuses on the resulting innovations in the Indian Banking Sector. It attempts to understand the changes that the Indian
Banking sector has made to incorporate these technologies. It is imperative to understand that banks that are technologically
advanced with large capital and skilled manpower will do better in a competitive world.
Keywords: Indian Banks, Information Technology, Technological Development, Innovation, Banking Services

Introduction

Banks the world over are interconnecting their systems
in order to cater to a growing customer base and also to
address competition by other banks. This involves not only
branch level connectivity but also other geographic
locations around the world. Banking has now become
customer-centric where the customers are being offered
instant techno-savvy services. Even though the Reserve
Bank of India has formulated policies on technological
development in commercial banks in India, a pressing need
is felt to address the issues with the banks both at domestic
and international level. Realising this, Indian banks have
subsequently invested in technological developments such
as mobile banking, net banking, ATMs, Tele banking, CRM
software, credit and debit cards and data warehousing and
data mining solutions. The Indian banking sector has great
potential to grow. Liberalization has resulted in many foreign
banks coming to India. These have opened up new channels
of efficient delivery, new markets and an array of new
products for customers. Technological up-gradation is
essential for development and by doing so; the Banking
sector has witnessed an increase in penetration in terms of
geographical location and customers, cost effectiveness in
terms of reaching out to maximum number of customers at
lower cost, efficiency in terms of service and also increased
productivity of human capital. According to a KPMG-CII
report, the banking industry in India has the potential to
become the fifth largest banking industry in the world by
2020 and third largest by 2025. The areas of growth include
rural banking, investment banking and internet banking.
Also, the traditional way of operations is slowly give way
to modern technology. The Indian Banking sector is now
providing an array of sophisticated world class services to
its customers, including like round-the-clock accessibility
through automated teller machines (ATMs), mobile and
internet banking, depository services, plastic money,

Electronic fund transfer facilities and online money transfers.
Globalisation and Liberlisation of the Indian Economy is
forcing Indian banks to be at par with international
standards. In the recent years, the banking system in India
has become more and more complex and open. Economic
susceptibility, on the national scene as well as the
international market, can arise due to inadequate standards
and insufficient regulations in banks and financial
institutions. The Indian Banking industry has to evolve and
design new methods and practices to keep up with the
competition arising out of industry dynamics. Consequently,
it becomes obligatory for the Banking Sector in India to
draft and adhere to mandatory international standards and
practices since unsatisfactory and outmoded practices can
result into ineffective risk management, loss of business
and financial instability. The banking sector has witnessed
many reforms since Independence. The Liberalisation Era
of the 1990s also resulted in many reforms in the banking
sector.

Technology and Indian Banking

Technological developments in the Indian Banking
Industry saw its beginnings in the early 80s when a high
level committee was formed under the chairmanship of Dr. C
Rangarajan. He was the Governor of the Reserve Bank of
India at that time. The Committee was formed to draw up a
plan for computerisation and mechanisation of the Banking
Industry. This was to be done over a time period of five
years from 1985-89. The Committee laid emphasis on on
customer service and two models of branch automation.
These were developed and then implemented. The first model
was the Front Office mechanisation model. In this model,
the front desk operations in the banks were computerised.
Back office operations were still carried out manually. The
second model was the Back Office Automation. This model
resulted in mechanisation of General Ledger and all back
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office operations. In this, the front office operations were
done manually. In 1988, the second Rangarajan Committee
was constituted to plan for computerisation in Banks. Under
this Committee, all other areas like ATMs, funds transfer,
electronic mail, ATMs etc were to be automated. The
recommendations of this Committee included installation of
ATMs at various locations such as airports and railway
stations. This Committee also recommended
computerisation of around 2500 large branches located in
high activity centres and also Head, Zonal and Regional
Offices of Banks. The year 1997 saw the second phase of
reforms in the banking sector. The main objective of banking
sector reforms now included increasing operational self-
sufficiency as well as enhancement of the banking standards
in India to keep up with international best practices. These
reforms concentrated on technological up-gradation and
manpower development. The use of Information technology
in banks has resulted in several advantages to the banking
sector. Up-gradation of technology has resulted in
implementation of techniques for better control of risks.
Communication channels have improved remarkably and
there is enhanced connectivity between branches and also
geographically distant and diversified markets. Customers
are now being offered a wide array of services ranging from
distinct and sophisticated products to improved market
infrastructure.

Review of Literature

Arora(2003) has emphasised the significance of
transformation in banks. Technology has an important role
in facilitating transactions in the banking sector. The impact
of technology implementation has resulted in the
introduction of new products and services by various banks
in India.

Mittal, R.K. & Dhingra, S(2007) studied the role that
technology plays in the banking sector. They analyzed the
investment scenario in technology in Indian banks. However,
this study was conducted prior to the Information Technology
Act when technology in Indian banks was very low.

Avasthi & Sharma (2000-01) have analyzed in their
study that advances in technology are set to change the
face of banking business. Technology has transformed the
delivery channels by banks in retail banking. It has also
impacted the markets of banks. The study also explored the
challenges that banking industry and its regulator face. B.
Janki (2002) analyzed that how technology is affecting the
employees’ productivity. There is no doubt, in India
particularly public sector banks will need to use technology
to improve operating efficiency and customer services.

Agboola (2006) observed that payments are automated
and absolute volume of cash transactions have declined
under the impact of electronic transaction brought about
by the adoption of ICT to the payment system particularly
in the developed economies.

Shetty (2006) in his study found that globalization in
banking is based on four important pillars viz. trade in goods
and services; flow of capital and movement of human beings
across boundaries; harmonization of regulatory framework
in different countries; and developments in technology,
particularly those in information technology.

Objectives of Study

The paper attempts to understand the process of
computerization and resulting innovations in the Indian
Banking Sector. It attempts to understand the changes that
the Indian Banking sector has made and will have to make in
the future to keep up with the dynamism in the international
banking arena.

Research Design and Methodology

This study is purely based on secondary information
collected from various books, articles, newspapers, journals
and websites of various organizations. The Researcher has
collected data for the study through the exploratory research
design.

Significance of Study

The banking industry is backbone of Indian financial
system. It faces many challenges today, including the
challenge of keeping up with the technological
developments taking place in banks throughout the world.
Efficient Technology is imperative for successful
functioning of the banking sector today. This is possible if
an advanced banking system is developed to respond to
the needs of a growing economy as well as a huge customer
base around the world. Technology is now playing an
increasingly important role in management of liquidity,
securitization and management of risks in the banking sector.
Information Technology implementations have resulted in
interconnecting systems not only across branches but also
diverse geographic locations around the world. The Reserve
Bank of India has formulated many policies on adoption of
Information Technology in the working of commercial banks
in India. The Government is also laying emphasis on cashless
transactions and digitalisation. In spite of this, an urgent
need to address the various issues affecting the banking
sector in this regard still remains.

Findings

1. Electronic fund transfer system is necessary due to a
variety of reasons today. Banks have to unnecessarily
bear high cost of physical handling and storage of
paper instruments. Also, the volume of transactions
nowadays is very large. NEFT and RTGS are two types
of Electronic Fund Transfer.

i. National Electronic fund Transfer (NEFT): This is
a nation-wide payment system which facilitates one-
to-one funds transfer under which individuals, firms
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and corporate can electronically transfer funds from
any bank branch to any individual, firm or corporate
having an account with any other bank branch in the
country participating in the Scheme. A bank branch
has to be NEFT- enabled for being part of the NEFT
funds transfer network.

ii. Real Time Gross Settlement (RTGS)

RTGS system is a funds transfer mechanism where
transfer of money takes place from one bank to another
on a real time basis. This is the fastest money transfer
system in banks as settlement in real time means
payment transaction is not subjected to any waiting
period. The transactions are settled as soon as they
are processed. Gross settlement means the transaction
is settled on one to one basis without bunching with
any other transaction.

2. Services like Mobile and Internet banking & extension
of facilities at ATM stations are being made available
to customers. As of February 2017, total number of
ATMs in India increased to 207,402 & is further
expected to double over next few years.

3. Indian banks are improving their technology
infrastructure to address growing competition and to
enhance customer experience. Banks are now focusing
on new technologies like Customer Relationship
Management (CRM), SMAC (Social, Mobile, Analytics
& Cloud), data warehousing and business process
reengineering which will drive the next wave of
technology in the Indian Banking Sector

4. As on May 31, 2017, 222.9 million ‘Rupay’ debit cards
have been issued to users. Under the Jan Dhan Yojana,
as on May 31, 2017, 287.6 million new accounts were
opened & around USD9,543.80 million were deposited
with the banks under this scheme.

Electronic Payment Systems - Representative Data (Updated as on January 2, 2018)
Volume in million, Value in Rs. billion 

Data

for

the

period

RTGS NEFT CTS* IMPS* NACH* UPI* USSD**

Debit and

Credit Cards

at POS &

PPI #

Mobile

Banking
Total

volume value volume value volume value volume value volume value volume value
Volume

(Thousand)

Value

(Thousand)

volume value volume value volume value volume value

Nov

16
7.9 78479.2 123.0 8807.8 87.1 5419.2 36.2 324.8 152.5 606.6 0.3 0.9 7.0 7302.6 205.5 352.4 59.0 13.2 72.3 1244.9 671.5 94004.2

Dec

16
8.8 84096.5 166.3 11537.6 130.0 6811.9 52.8 431.9 198.7 626.8 2.0 7.0 102.2 103718.4 311.0 522.2 87.8 21.3 70.2 1365.9 957.5 104055.3

Jan 17 9.3 77486.1 164.2 11355.1 118.5 6618.4 62.4 491.2 158.7 541.4 4.2 16.6 314.3 381760.2 265.5 481.2 87.3 21.0 64.9 1206.7 870.4 97011.4

Feb

17
9.1 74218.8 148.2 10877.9 100.4 5993.9 59.7 482.2 150.5 592.0 4.2 19.0 224.8 357055.2 212.3 391.5 78.4 18.7 56.2 1080.0 763.0 92594.5

Mar

17
12.5 123375.8 186.7 16294.5 119.2 8062.8 67.4 564.7 182.1 829.4 6.2 23.9 211.2 337962.4 229.7 416.2 90.0 21.5 60.8 1499.9 893.9 149589.1

Apr

17
9.5 88512.2 143.2 12156.2 95.3 6990.6 65.1 562.1 212.6 905.2 6.9 22.0 188.9 301650.5 231.1 431.4 89.2 22.3 61.0 1443.8 853.1 109602.2

May

17

10.4 90170.5 155.8 12410.8 97.1 6745.9 66.7 585.6 194.4 692.4 9.2 27.7 192.6 316723.7 233.4 450.8 91.3 25.3 64.9 1940.7 858.5 111109.3

Jun

17
9.8 92812.6 152.3 12694.2 91.9 6409.9 65.8 596.5 197.3 708.6 10.2 30.7 198.9 313277.0 232.4 468.2 84.7 24.1 77.1 1584.7 844.7 113745.2

Jul 17 9.4 87149.3 148.1 12011.6 92.2 6342.5 69.1 604.8 204.3 771.7 11.4 33.8 190.7 302097.8 237.6 439.3 88.7 25.1 69.5 1019.2 861.1 107378.4

Aug

17
9.5 89163.4 151.6 12500.4 92.1 6224.3 75.7 651.5 205.2 752.4 16.6 41.3 191.8 294239.4 243.0 457.1 89.7 27.2 70.8 1033.0 883.4 109817.9

Sep

17
9.6 102348.1 157.7 14182.1 92.2 6271.5 82.9 717.6 176.0 628.4 30.8 52.9 202.7 323578.5 240.3 478.2 87.5 27.6 86.3 1121.6 877.0 124706.8

Oct

17
10.0 92056.1 158.8 13851.3 94.4 6340.2 88.1 750.4 187.0 900.5 76.8 70.3 184.6 299071.8 255.7 530.5 96.2 32.7 130.9 1168.7 967.3 114532.2

Source: Reserve Bank of India, www.rbi.org.in
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Conclusion

The Indian banking industry faces numerous
challenges today. Systemic changes to keep up with
international standards have necessitated adoption of new
strategies and processes in order to remain competitive in
this ever- changing and dynamic environment. Banks have
to continuously adopt different policies and procedures to
satisfy the ever changing needs of customers and to grab a
better market share. This is possible only with development
of sophisticated products with low cost technology. Banks
have to keep implementing different technologies. The
Indian Banking sector has to evolve and design new methods
and practices to keep up with the competition arising out of
industry dynamics and to develop an advanced banking
system which responds effectively to the needs of a growing
economy as well as a huge customer base around the world.
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Abstract: This research paper is the study of the impact of Service Quality on the lubricants purchase decision of metal
forming industries. The researcher in his research has found different attributes of service quality which are independent
variables whereas the attributes of purchase decision process are dependent variables. The study is basically to assess the co-
relation that exists between these variable by using One-Way ANOVA technique. The outcome of the research and
recommendation made thereafter will help metal forming industries to focus on strategic angle of this variable and use it to
identify the important dimensions of service quality based on customer and /or end user perception.
In recent times, there has been a tremendous shift in the structure and operation of industrial organizations. Advancements in
technology and exposure to new products, have positioned the industrial manufactured to demand a very high quality
products. Moreover, service quality is becoming imperative for organizations to understand its impact on the final. This
research study on 282 respondents from various management levels in metal forming industries shows that service quality has
a significant impact on the decision making process apart from the other variables under study. A total of 282 employees from
different metal forming industries were studied and the results are presented in this paper. Implications for researchers,
managers, and industries are considered.
Keywords: Service Quality, Decision Making, Metal Forming, Product Quality, ANOVA, Lubricant Purchase.

Introduction

The decision-making process can be used to analyze
purchasing decision of certain product that required
enormous level of engagement from a customer (Kotler &
Armstrong, 2002). Decision making is a very important
dynamic behavior as it reflects choice and choice reflects a
preference for consequences. Decision making also affects
other dynamics of behavior such as creativity, conflict,
cohesion, performance and satisfaction. Decision affects
not only the decision maker, but also often other individual
groups and organizations.

Perception, thus is defined as the first event in the
chain which leads from stimulation to action. As part of
perception, some stimuli from environment are rejected, and
some are selected. Three elements shape perception: the
perceiver, the target or the perceived and the context or
situation within which perception occurs. There are
attributes of each of these elements that shape the
perception by interacting among themselves. The accuracy
of perception and attribution is limited due to errors of
judgment that also include our biases. When a person is
cautious about not allowing the rather or the judge to make
an unfavorable perception or attribution, or attempts to
influence the other person so that he makes a favorable
judgment, such a person would engage in impression
management.

Perceived Service Quality is defined as the products
offered and service provided meets key customer
requirements and how reliably these requirements are
delivered. SQ is an important element in the decision-making
process in an organization. Customers often judge the
quality of the products and services on the variety of

informational attributes associated with the product. These
are basically intrinsic with respect to product and extrinsic
with respect to service. Perceived service quality has direct
impact on customer’s buying decision especially during the
time where the risk involved is having significant implications.
Aaker (1991) and Zeithamal (1988) said that the service
quality is not actually the quality of brands and products,
rather it is the judgment of the customer about overall
experience, excellence and superiority. It has to do, therefore,
with a judgment that is essentially derived from the product
and service offerings to the customer with a long term horizon
(Oliver, 1997). Zaithamal et.al (1996) put forward five factors
of service quality; reliability, tangibility, response capacity,
security and empathy.

Understanding a decision as a selection of a proposed
course of action implies the existence of uncertainty, some
intention for choice making and influence of others. While
rational decision making can lead to optimal decisions, the
conditions required for such a decision may not always
found in reality. These conditions include availability and
processing of complete information and correct conception
of a problem.

For industrial buyers, the decision to adopt an
innovation is motivated by a search for relative advantage.
Relative advantage can be defined as the incremental profit
that will be realized from the innovation, compared to the
available alternatives. Incremental profit can be realized
either from an increase in revenues or a decrease in costs.
The phrase “relative advantage” implies competition.

A firm’s motivation to search for relative advantage
may be related to (1) its market share relative to its
competitors, (2) the recent trend of changes in its market
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share, (3) its absolute size, and (4) its profit trend. These
relationships are not clear, however. One study found that
product performance and product quality relative advantage
of the service quality together explained about half of the
variation in time of adoption of products by metal forming
industries. Fredrick Webster Jr. (1969)

Literature Review

In today’s rapid changing Industrial environment and
intense exposure to global technologies and experiences,
one of the most challenging tasks of marketing management
is to predict the behavior of the OBB. In earlier days,
organizational buying concerns only with the purchase of
products for use in an organizational activity, but in recent
times products coupled with value added services gaining
increasing importance in B2B Industrial environment.

IBB can be formally defined as the act of individuals
directly involved in obtaining and using goods and services
required in manufacturing of the products, including the
decision making processes that precede and determine these
acts. IBB is very complex and for marketing to be successful,
it is not only sufficient to know what customers require?
Marketing personnel need to deep dive in the requirements
and identify why it is required? Some of the important
questions that relate to IBB are;

1. What is the Need of the customer?

2. Who are those participate in the Buying process?

3. Why they need to buy?

4. How Does the Industry Buy?

5. What are the choice criteria? And more importantly…..

6. How many people are involved in the Buying Decision
Process?

A product that give engineers the performance
characteristics they demand, production managers get the
delivery, reliability they need, purchasing managers the
value for money they seek and shop floor workers comfort
and ease of operation is likely to be highly successful.
Therefore, study of all these participants who influences
the buying decision and the complexities involved makes
marketing an extremely interesting task forms a basis for
this research.

Fig 1: Business Buyer Behavior - Stimuli

•  Motivation of The Research

o Metal Forming Industries is the fastest growing
industry in India.

o Metal Forming Industries consumes significant
quantity of Process Lubricants

o Disproportion in Demand of Process lubricant and
lubricants suppliers in Indian market.

o No New Branded entrant in Process Lubricants market
since last one decade.

Aim of the Research

In Business to Business (B2B) MF industries, strategic
interdependencies exist between the marketing and other
business functions similar to any other firms. For marketing
managers in firms whose customers are other firms, it would
be helpful to understand the process by which firms decide
to adopt new products, processes, or practices. Thus, the
focus changed to everyone in a company who can provide
an input to the buying process and is actively involved as
the boundaries of different horizontal and vertical levels.
Therefore, concept of Buying Center become important as
various people from various functions being involved in a
purchasing process of company. The proposed research
work focuses on investigating the behaviour of buying
center in MF industries and will aim to act as an interface
between organization and marketers to take advantage of
positive contributors and work on other factors as an area
of improvement.

Need and Rationale for the proposed Investigation

The behavior of buying center in business to business
(B2B) MF industries has rapidly changed over the past
decades especially after the economic liberalization as
markets become more competitive, technology evolves
faster than ever and customer expectations are more value
driven. Various literatures cited has revealed that extensive
work and a large amount of research data already available
in the field of market research and studying the organizational
Behavior. Most of these studies concentrated on specific
industry segments and specific country e.g. Electronic
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Industry, Banking Sector, etc. Moreover, these studies had
been conducted in other countries and very few are available
in Indian context.

Significance of the study

This research study is being conducted in order to
provide a basis for the assessment of the buying behaviour
in the present MF industries in the procurement of process
lubricants. This assessment will help the process lubricant
suppliers with the information on additional factors that
influence buying decision apart from Product, Price,
promotion, Brand, etc. Besides, it’s provide information on
some critical factors that influences the decision making so
the marketing strategies can be reformulated with these
factors. It also updates new marketers to work on entry/exit
strategies for their business. Not only that, the result of the
study is expected to be contributing to the understanding
of the Perceived risk both financial and performance,
perceived service quality, interpersonal relationship and
perceived brand ranking towards customers purchase
decision.

Research Objectives

The main objective of this research is to give
understanding of industrial buying process in MF Industries
for procurement of process lubricants and provide
recommendations to existing/new entrants how to reach right
people with their message. For this purpose, MF industries
based in the state of Maharashtra will be targeted as potential
customers. Each of these industries are basically B2B type
and has buying center – a group of people, who are
responsible for buying decisions. (Webster & Wind, 1996).
The research will be based on direct communication with
these people in order to understand their roles and identify
various factors that affect their decisions.

• Assist the marketers to know the perception of customers
well in advance w.r.t. perceived risk, Service quality, and
interpersonal relationship and design the marketing strategy
accordingly.

Sources of Data Collection

Primary data

The study was accomplished for the specific segment
who is involved in manufacturing of MF components, one
of the needs of which was understanding of buying process
in these MF industries. To understand the process, demands
for a primary data analyses. Primary data is data observed
or collected directly from the people who are involved in the
entire process. Following are some of the methods used in
collecting primary data:

• Questionnaire

• Interview

• Online Survey (e-mail)

• Telephonic Interview

According to this information a list of potential
companies was created and proposals to take part in the
interview were sent. These companies were selected from
the five strata;

1. Steel Industries

2. Forging Industries

3. Casting Industries

4. Wire and Tube Drawing Industries

5. Cast Iron Foundries

Additionally, some samples have been selected from
the Lubricant Manufacturing companies. Individuals from
various functions involved in buying process will be
interviewed. Anticipating some of the companies may not
respond at all or may provide unclear and poor information,
it was decided to circulate additional questionnaires to the
responding organizations. Using the knowledge and
information gathered for the theory, the research
questionnaire was developed so that questions were straight,
easy and aimed to minimize the uncertainties. Based on these
interviews, it was possible to gain valuable and unique
information, concerning compositions of buying center and
buying processes in context of process lubricants
procurement.

Secondary Data

The sources of secondary data may be different:
books, magazines, newspapers, internet, earlier conducted
surveys, etc. The organizational buying behavior has been
studied by many authors such as Philip Kotler, Frederick E.
Webster Jr., Yoram Wind, Ajay Kumar Kohli, David Jobber
and others. Their books and articles were used as sources
of theoretical information. Secondary analysis of different
statistics was also conducted to help to choose the right
kind of companies for the case study, which is described
further. Secondary data required for the study is collected
from various research papers, academic books, Industry
published reports, journals and magazines. EBSCO is being
used to collect the literature available across the globe on
industrial buying behavior. Some useful information is also
collected from the open source by browsing websites such
as Google Scholar, Wikipedia, etc.

Hypothesis Construct

H02 – Service quality does not impact on the buying
Behaviour of process lubricants

H2 – Service quality has significant influence on the
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buying Behaviour of process lubricants in various types of
Metal forming Industries and users.

A structured questionnaire was constructed to indicate
the importance of variable on Service Quality. The purpose
of the questionnaire is to help find out opinion of various
members of Buying Centre and assess their behaviour w.r.t
abovementioned variables. Our data collection and analysis
will be directed to various members of DMUs and also
different functions of metal forming industries who are
directly or indirectly involved in the purchasing decision of
process lubricants. The questions are constructed in such
a way to answer our research question and the questions
were also constructed in relation to the various independent
variable which are under the research study.

Descriptive Data

The descriptive table as shown below in Table 1
provides some very useful descriptive statistics, including
the mean, standard deviation and standard error for the
dependent variable i.e. Service Quality for each separate
group of management position as well as when all groups
are combined. These figures are useful when you need to
describe the data.

Table 1:  Descriptive Data

                       N          Mean        Std.             Std.
                    Deviation       Error

 Service Junior 21 3.6786 .44118 .09627
 Quality

Middle 79 3.5823 .70792 .07965

Senior 109 3.5275 .62207 .05958

Top 60 3.6625 .67933 .08770

General 13 3.0000 .90139 .25000

Total 282 3.5585 .67204 .04002

Fig 2.:  Mean SD Chart – Service Quality

Table below shows the output of one way ANOVA
analysis and whether there is a statistically significant
difference between our group means. From the below table
it is evident that the significance value is 0.021 (P = 0.021)

which is less than 0.05. Therefore, there is a statistically
significant difference in the mean of Service Quality with
respect to the management position or more specifically
members of buying center within the organization. However,
which of the management position level or the behavior of
which groups differs.

Table 2:  One Way ANOVA – Service Quality

                         Sum of      df       Mean      
F       Sig.                         Squares                Square

                       Between 5.156    4 1.289 2.933  .021
                     Groups

                      Within 121.754 277 .440
                      Groups

                        Total 126.910 281

The test statistic (F) degrees of freedom which are the
first two values circled in the column df and the P-Value
which is circled in column sig are the outcome of SPSS. The
P-value which is used to decide the conclusion of the test;
which means Table 2 displays a P-Value of 0.021. As the P-
Value is less than 0.05, we reject the Null Hypothesis.

The data presented in Table 2 provides statistically
significant evidence that Management position does have
significant impact upon Service Quality requirements with
One-way ANOVA, F = 2.933, df = 0.440, P < 0.05 i.e. 0.021.
Having found statistically significant evidence that the
Management position does have significant impact upon
Service Quality, the next step is to explore the difference
between the various management positions are found.
Various possibilities are assessed as there could be
difference between all the management positions or one of
the group having a different mean. As the ANOVA produces
statistically significant test, post hoc test to be carried out
where the difference between the groups can be found. SPSS
provides a number of post hoc tests, for the purpose of the
research work Scheffe has been used and the results are
presented in Table 2.

Homogeneous Subsets
Table 3: Service Quality

Scheffe
  Management N Subset for alpha = 0.05
  Position          1 2

General 13 3.0000
Senior 109 3.5275
Middle 79 3.5823
Top 60 3.6625
Junior 21 3.6786
Sig. 1.000 .939

Means for groups in homogeneous subsets are displayed.

Technical
Service
Quality
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a. Uses Harmonic Mean Sample Size = 30.667.

b. The group sizes are unequal. The harmonic mean of
the group sizes is used. Type I error levels are not
guaranteed.

The post hoc tests compares the Management
position groups more specifically the buying centre. The
results are shown in Table 3. The footnotes give details
related to the calculation that SPSS has used in carrying out
the analysis and need not have to be interpreted. The
columns or subset show the mean of the Service Quality
Reponses given by each group in different columns. The
arrangement of the mean values in columns or subsets which
management position groups differ or do not differ
significantly in terms of the requirements of Service Quality
while making purchasing decision.

If the means for the two groups are shown in different
columns that indicates that there is statistically significant
evidence of a difference between their mean values. For
Example, the mean of General management is the only group
shown in Column 1 by itself and does not appear in column
2. This indicates that the Service Quality requirements
perceived by the General management group is significantly
different to the mean resulted in all the management position
groups.

On the other hand, the means for remaining
management position groups are shown in the same column
which indicates that there is no statistically significant
evidence that their mean values differ. For example, the mean
of management position groups of Junior, Middle, senior
and top are shown together in column 2. This shows that
the service quality requirements by these groups do not
differ significantly.

Table 4:  Post Hoc Tests – Multiple Comparisons

Scheffe

           (I)                               (J)    Mean          Std.           Sig.
Dependent Variable  Management      Management Difference          Error

 Position      Position     (I-J)

Junior Middle .09629 .16277 .986

Senior .15105 .15800 .922

Top .01607 .16810 1.000

General .67857 .23397 .081

Middle Junior -.09629 .16277 .986

Senior .05476 .09796 .989

Top -.08022 .11353 .973

General .58228 .19843 .075

Senior Junior -.15105 .15800 .922

Middle -.05476 .09796 .989

Top -.13498 .10658 .808

General .52752 .19453 .122

Top Junior -.01607 .16810 1.000

Middle .08022 .11353 .973

Senior .13498 .10658 .808

General .66250* .20282 .033

General Junior -.67857 .23397 .081

Middle -.58228 .19843 .075

Senior -.52752 .19453 .122

Top -.66250* .20282 .033

*. The mean difference is significant at the 0.05 level.

Technical
Service
Quality
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The two most important columns in this table are
column I and J (Management Position) and column Sig.  Each
row involves the comparison of one group to each of the
remaining four groups For example, consider the row which
is General Management position is compared with remaining
management position groups i.e. Middle, Senior, Top and
Junior and the significance levels for each of this group is
presented in the last column labelled as sig.  In order to
determine if General management position and other group
are different, the value of significance needs to be
considered.

For the General group v. Junior, Middle, Senior and
Top group the significance level is at 0.081, 0.075, 0.122 and
0.033 respectively. Since the value of P is greater than the
.05 level required for statistical significance, the Junior,
Middle and Senior groups are not significantly different.
Applying this same procedure to the Junior Group and Top
management group comparison, the results indicates that
there is a statistically significant difference since P = 0.033
which is less than 0.05. The total comparison of each group
with the remaining groups show that General Management
group and Top Management significantly different and the
remaining groups with General management group are not
significantly different from each other.

Conclusion

(1) Perceived Risk, Service Quality and Interpersonal
relationship are the most important factors among the
purchasing criteria for lubricants in the metal forming
industries. The brand image or more specifically, the Brand
ranking is no considered as the most important factor by
the respondents when buying process lubricants. Top and
senior management responses does considered brand
ranking as important factor however references from similar
type of industries scored more than the brand ranking. The
outcome of one way ANOVA for Brand ranking also
supported to this line of argument and indicated that the
respondents feels brand ranking is least important amongst
all the factors.

To conclude, factors such as Perceived risk, service
quality and Interpersonal relationship directly influencing
the industrial buying behavior has been identified and
investigated.

Managerial Implications

Managerially, the results of this research study
emphasize on several selling and buying perspectives. The
study suggests that marketers and salespeople should be
cognizant that it is important to know that users and
influencers are not the only individuals in an organization
who participate in the decision-making process. A
systematic approach in identifying DMUs and then
designing the strategy according to their needs is a critical

factor in winning and implementing of new process
lubricants.

Bibiliography

1. Aaker, D.A. (1991). Managing Brand Equity:
Capitalizing on Value of Brand Name. The Free Press,
New York, ISBN: 0-02-900101-3: PP 299.

2. Anderson Paul F., Chambers Terry M. (2002). A Reward/
Measurement Model of Organizational Buying
Behavior. Journal of Management, Vol. 3, Issue March:
PP 34-39.

3. Chandramouli R. (2002). Fundamental concept of Metal
Forming Technology. NPTEL, Mechanical Engineering,
Sastra University, Thanjavur.

4. Chisakulo Edwards (2002). Organizational Buying
behavior of lubricants in Zambian Industrial Markets:
A case of Kitwe Based Companies. The Copperbelt
University.

5. Hutt Michael D, Johnston Wesley J., Ronchetto John
R. (1985). Selling Centers and Buying Centers:
Formulating Strategic Exchange Patterns. Journal of
Personal Selling and Sales Management, Issue May:
PP 33-40.

6. Homburg, Christian Kuester, Sabine (2001).  Towards
an Improved Understanding of Industrial Buying
Behavior : Determinants of the Number of suppliers.
Journal of Business to Business Marketing. Vol. 8 Issue
2: PP 275 – 304

7. Johnston, W.J., Bonoma, T.V. (1978). The Social
Psychology of Industrial Buying and Selling. Industrial
Marketing Management, Vol. 17: PP 213-224.

8. Jose, M. Garrido-Samanjego, Jesus Guttierrez-Cillian
(2004). Determinants of influence and participation in
the buying center. An analysis of Spanish industrial
companies. Journal of Business and Industrial
Marketing, Vol. 19, Issue No. 5: PP 320-336.

9. Joshi Ankur, Kale Saket, Chandel Satish and Pal D. K
(2015). Likert Scale: Explored and Explained. British
Journal of Applied Science & Technology. Science
Domain International, Vol. 7, Issue No. 4: PP 396-403.

10. Kotler, P.G., Armstrong, G., Siew and Chin T.T. (2005).
Principles of Marketing; An Asia Perspective. 11th

Edition. Prentice Hall, Pearson Education South Asia.
ISBN: 0-13-123439-0: PP 608.

11. Robinson, P.J., Faris, C.W., Wind, Y. (1967). Industrial
Buying and Creative Marketing, Allyn & Bacon and
the Marketing Science Institute, New York.



11DR VN BRIMS, THANE

12. Sheth Jagdish N. (1980). Research in industrial buying
behavior ‘today’s needs, tomorrow’s seeds. Marketing
News, Vol. April, Issue No. 4: PP 14-15.

13. Webster Jr. Frederick E. and Wind Yoram (1996). A
General Model for Understanding Organizational
Buying Behavior. Marketing Management, Marketing
Masters, Vol. 4, Issue No. 4: PP 52-57.

14. Wind Yoram, Webster Fredrick E. Jr (1972). On the Study
of Industrial Buying Behavior: Current Practices and
Future Trends. Industrial Marketing Management,
E.V.A.F., London and Elsevier Publishing Company,
Amsterdam: PP 411-416.

15. Zeithamal V.A. (1988). Consumer perceptions of price,
quality and value: A means old model and synthesis of
evidence. Journal of Marketing, Vol. 52: PP 2-22.



12 ISSN 2456-4079 Dr. VN Brims Srujan

An exploratory study of educational and work productivity mobile application
usage among B-school students and academicians in Mumbai region

Dr. Pallavi Chandwaskar
Assistant Professor

Dr. V. N. Bedekar Institute of Management Studies
Email : pallavitarey@gmail.com

Vini Somaiya
MMS Student

Dr. V. N. Bedekar Institute of Management Studies
Email : vini.somaiya1994@gmail.com

Abstract : Technology revolution has touched every domain of work whether manufacturing business or service sector
industry. Field of academics, especially business education is also not left untouched by this revolution. Smartphones and the
applications (app) that can be downloaded on smartphones have become an integral part of our lives which offers a plethora
of information and knowledge, waiting to be explored at our convenience. Academicians and B-school students need to balance
courses, networking opportunities and social events, heavy workload of classes, assignments, research projects, club meetings,
conferences, events, business news update, job applications, internships and what not. Fortunately, dozens of utilitarian web
and mobile apps are available to meet the unique needs of b-school students and academicians. Through an exploratory study
of around 60 B-school students and faculty members, this study aims to explore the awareness and utilization of these apps
by concerned stakeholders, thereby arriving at valuable factors preferred and recommendations to enhance their productivity
through installation and usage of these web applications. Moreover this study also indicates various requirements of users
thus providing valuable insights for various app designing players in the market.
Keywords: Apps, technology, business education, knowledge

Introduction

It is not a secret that technology is redefining the way
we learn. Mobile, in particular, holds immeasurable
possibilities in the areas of access, quality, and flexibility.
This study aims to bring an overview of various mobile
smartphone applications useful for B-school students,
faculty/professors, researchers as well as business
professionals to enhance their productivity at work. There
are enormous apps flooding educational and business user
market but user awareness and usage are still limited in the
Indian context. This study also makes an attempt to explore
the user preferences, expectations and user readiness stage
for these productivity applications thus making a conscious
effort to raise awareness and enhance knowledge on
availability and utility of these applications which can
dramatically enhance the efficiency of users.

Theoretical background

A mobile app is a computer program designed to run
on a mobile device such as a phone/tablet or watch. The
term “app” is a shortening of the term “software application”.
It has become very popular, and in 2010 was listed as “Word
of the Year” by the American Dialect Society. Most mobile
phones devices are sold with several apps bundled as pre-
installed software, such as a web browser, email client,
calendar, mapping program, and an app for buying music or
other media or more apps. Apps that are not preinstalled are
usually available through distribution platforms called app
stores. They began appearing in 2008 and are typically
operated by the owner of the mobile operating system, such

as the Apple App Store, Google Play, Windows Phone Store,
and BlackBerry App World. There’s an app for just about
everything these days, and education is no different.
Technology can be of enormous help in teaching and learning
and the use of educational apps is changing the way
students study around the world. It’s the 21st century and
there is no reason to be afraid of including technology in
our studying - used properly, educational apps can
significantly boost your productivity levels.

Research Methodology

The study deploys primary as well as secondary data
collection. Primary data is collected through a structured
mailed questionnaire to prospective respondents among B-
school students, faculty, researchers and business
professionals. Secondary data is obtained from various web
sources which unraveled information on various mobile apps
which are useful to B-school students, academicians, and
professionals to enhance their productivity at work.

Trending mobile applications for professionals

From some of the best productivity apps to usable
accounting and finance apps, read on to discover what
business apps you shouldn’t leave home without
downloading this term.

Best email/file sharing apps for business students

1.  Microsoft Outlook

Launched recently on both iOS and Android, mobile
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Microsoft Outlook app integrates both your emails and your
calendar and does a lot of other impressive things too, while
still being as functional as any good, old Microsoft Office
product. Other new features include fast filtering, so you
can easily find that really important email that was sent three
months ago, attachment functionality which allows you to
send large documents without the need to download them
to your phone and easy inbox management.

2.  Dropbox

Dropbox (iOS/Android/Blackberry) is a file-sharing app
that gives you more storage with every referral you make.
Making use of the mysterious ‘cloud’, Dropbox works cross-
platform, permitting users to share documents with whoever
they want, across multiple devices – easily allowing you to
keep track of your daily work.

Best business apps

3.  Elevatr

Got a business plan you need to work through or an
idea you want to see blossom? Elevatr is a business app
that helps you to map, organize and share your business
ideas. More than just a place to store your thoughts
however, Elevatr’s chief selling point is that it guides you
through the process of creating a business model, helping
you to address all the key aspects of creating a business
plan in order to make your own plan a reality. Elevatr is a
leading example of the many great apps for students
interested in entrepreneurship.

4.  Roambi Analytics

If you’ve ever struggled to present business data
meaningfully and accurately, then Roambi Analytics could
be a lifesaver. Allowing you to input important numbers and
data into your mobile, Roambi Analytics will then transform
these figures into charts and visuals, allowing you to better
outline the significance of your findings. Used by a number
of Fortune 500 companies across the globe, Roambi
Analytics’ has the ability to pull data from a huge range of
sources, including personal spreadsheets, databases, and
websites such as Salesforce.com, and present them as clear
and reliable charts and graphs.

5.  The Decision App

For those business students who struggle to make
vital decisions, The Decision App is here to help. Helping
you to analyze situations and work out the best possible
strategy to work through them, this decision-making app
uses a number of strategic business models to use as
templates and examples. Create mind maps, presentations
and analyze data on-the-go using SWOT Analysis, and track
decisions that you’ve made.

Best productivity apps for business students

6.  Any.do

One of the best productivity apps on the market today,
‘Any.do’ allows you to organize your day using to-do lists,
reminders and notes to schedule meetings and events, and
help you manage your time generally. Any.do stands out as
one of the best productivity apps due to its cross-platform
usability, allowing you to easily switch from phone to tablet
to laptop and back again with zero hassle.

7.  Audio Memos

Audio Memos is an audio recording app that allows
you to record lectures, seminars, workshops, meetings and
conversations with just the touch of a touch-screen. If that
makes it sound like little more than a rich man’s tape recorder,
then note that this app provides really high-quality
recordings, the ability to normalize volume, the option of
bookmarking moments in your recordings, editing
functionality, easy cross-platform syncing via iCloud.

8.  Evernote

If you want to keep track of notes, ideas, research,
reminders, links, videos or webpages, Evernote may be right
up your alley as a business app. A great example of cross-
platforming, Evernote can integrate itself into your Outlook
system, your browser, your calendar and more, which you
might either consider a bit creepy or incredibly useful. Perfect
for business students who easily forget their best ideas,
Evernote is also available for business – with a monthly
price tag – featuring a number of cool business app add-
ons such as ManageIt and Swipes, useful for project
management tools and task-based scheduling.

9.  Prezi

Prezi is actually a professional, easy-to-use
presentation-making service allowing you to create
presentations for projects or assignments, or even to pitch
a business plan, on the go, across all your devices. Prezi is
a functional and fast business app, featuring some really
sleek designs to help make your work look clear and
professional.

10.  Super Notes

Although similar to the Audio Memos app in that it
records sound bites, Super Notes also has additional powers,
such as the ability to save images, notes and photos of
lecture slides all in one place. Super Notes lets you color
code your notes and recordings for ease of reference, and
also allows you to easily share and download your work to
any device. This color-coding feature also makes it one of
the leading note-taking apps for students with learning
difficulties.
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11.  Unstuck

Like a life coach, Unstuck is one of the best apps for
students who want to make quicker, better decisions and
challenge themselves every day. Winner of the prestigious
Appy Award and Webby Award for Best Lifestyle App in
2012, Unstuck has since been upgraded, now allowing
business students to take control of their work and life
problems by creating ‘stuck moments’ and working through
them using the innovative process set out in the app.

Best news apps for business students

Bloomberg Business, Business Insider, CNNMoney
Business and Finance, Columbia Business, Flipboard – news
aggregator, Forbes Magazine, Money Week, The Economist

Results and Discussions

Findings of the study according to the responses to
the questionnaire structured around various factors related
to productivity app usage among B-school students and
professionals are depicted below:

Composition of sample:

Majority of respondents fall between the age group
of 21 to 40 years of age.

Findings:

· Average number of mobile phone applications
installed shows as below:

•  Findings on whether people have ever downloaded
educational/ business apps or not:

•   As per findings of open-ended question on various
educational/productivity apps downloaded by students/
academicians/ professionals are: Dictionary like app
Business dictionary and Wordweb, Money Control,
Financial Calculator, Ragging Bull, Microsoft outlook for
office organizer, Business news apps like Times now,
Business Insider, Quora, Management maniac, office suite,
Mint, Byju’s, Forbes, Bloomberg news etc.

•  Finding on the mode of organizing work to enhance
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productivity in the era of technology, trend of using general
mail browsers for document sharing is used by majority
followed by usage of specific productivity apps.

•  Findings on the extent to which productivity / educational
apps helps to enhance productivity at work for students
and academicians shows that majority of stakeholders
believe that it helps t a high extent.

•  Among free and paid apps, majority of stakeholders
download free apps but around one-fourth respondents also
choose to download both the free as well paid apps.

•  Findings on best business news apps used by stakeholders
reveal The economist, Forbes magazine and Bloomberg news
as most preferred apps followed by Business Insider and
Newsweek.

•  Best rated document sharing and storage app by the
respondents was Google drive with its widespread use
among respondents.

• Findings about open-ended question on top three
expected features from business apps reveal various features
like User-friendliness, small size, multi-functionality, real-
time updates and offline features to use, high on
functionality, updated information, notifications, file sharing,
debates & Analysis, authentic information, and apps should
be free for installation.

• Findings on open-ended question about real-life
situations in which these apps have been proved to be useful
for various stakeholders are: Document sharing, in case of
multi-tasking, schedulers are most useful to make sure all
the tasks get completed on time without procrastination,
Helpful for learning complex/long topics in summarized
version, business news updates helping for group
discussions and interviews, project work and collaboration,
previous research work, spreadsheet collaborations,
business networking, videos and content on syllabus topics
etc.

• Findings about ranking the types of applications mostly
used by respondents are as below:

• Social-networking apps: Ranked first by majority of
respondents

• Entertainment apps: Ranked second by majority of
respondents
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• News and Knowledge as well as E-commerce/ online
shopping apps were ranked third by majority of respondents

• Office organizers: Ranked fourth by majority

•  E-wallet and Payment apps and Games related apps:
Ranked fifth by majority

• Findings on the ranking of the key functions expected
out of a business app are:

• Document storage, sharing, and notes taking: Ranked
first by majority

• Group workflow collaboration and project management,
File-sharing, schedule organizers: Ranked second by
majority

• Business news update, syllabus content search,
powerpoint presentations: Ranked third by majority

• Business networking, events, and off-campus meetings:
Ranked fourth by majority

• Spread-sheet collaboration in real time: Ranked fifth by
majority

Finally when stakeholders were asked that ‘to what
extent do they intend to use such business productivity
apps in future’,  majority of them responded that they intend
to use these apps to high as well as very high extent.

Conclusion

Educational/ business organizer apps have a huge
potential to revolutionize the way academics function and
certainly helps to enhance productivity at work to a huge
extent. Yet awareness level and readiness stage for paid
apps for better functionality are still less among stakeholders
as they prefer free apps over paid ones. Functions like
document sharing and storage, business news updates, and

group workflow collaborations are among top-ranked
functionalities for which users prefer these mobile
applications. If exploited in a right way for apt task these
apps certainly provide a gamut of benefits to its respective
users.

Recommendations

Among user community, students are using
technology all the time but predominantly for social
networking and entertainment. When it comes to educational
purpose, they still lack the knowledge of right kind of apps
in the market. Academicians/faculty need to pioneer this
domain and proactively search for utilitarian apps for B-
school students to promote its usage among stakeholder
community. Evernote, Trello, Google docs, Google keep,
Hangouts, Feedly, Dropbox, CampusGroups, Slack, Doodle,
Mint, AnyDo, Airtable, Flows tasks, as well as various apps
mentioned in the previous section of this study, are
recommended for B-school students, professors,
researchers, as well as business professionals in general.
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Introduction and Significance of the study

A strong banking sector is important for flourishing
economy. The failure of the banking sector may have an
adverse impact on other sectors. In India banking as an
institution originated in the late 18th century primarily to
cater to the needs of the British. Post independence the
nationalisation of major private banks in 1969 – an important
milestone in the Indian banking system made banking
accessible to the unbanked population in India.

It is important to note that the opening up of Indian
economy is almost in correspondence with the worldwide
IT, internet revolution in the early 90’s. Another major
transformation is the global scenario was the emergence of
international Banking norms also known as the BASEL
norms.

The use of Information Technology in all spheres of
financial and banking sectors is a deep reality. The sector
has enabled the banking sector to go beyond its traditional
role and is now playing an increasingly important role in its
key areas of operation as securitization, risks preference
and liquidity among others to which IT helps in a big way. It
has assumed such high levels that it is no longer possible
for banks to manage their IT implementations on a
standalone basis. With I.T. revolution, banks are increasingly
interconnecting their computer systems not only across
branches in a city but also to other geographic locations
which high-speed network infrastructure and setting up local
areas and networks are now exposed to a growing number.

Banking Sector Reforms in India

Prior to the 1991 reforms, India’s Banking system/
sector had long been characterised as highly regulated
business. The unparalleled growth achieved in the post-
nationalisation era in terms of geographical spread and
quantum of resources mobilization,  was strictly regimented
through various policy directives. No doubt, as a result, the
system was quite stable and effective in domestic resources
allocation and the social objectives of helping the command
economy culminated into commercial constraints thereby
eroding the financial performance of the banks. In other
words, the system suffered in terms of systemic and
institutional competitiveness and operational efficiency.
This was when the need to develop a sound commercial
banking system was felt. This was worked out mainly with
the help of the recommendations of the Committee on the
Financial System (Chairman: Shri M. Narasimham), 1991. The
reforms in the financial sector thus supplemented the

structural changes in the real economy reflecting a paradigm
shift towards increased market orientation.

Reserve Bank of India (RBI) implemented Basel I norms
from 1992 onwards. The post 1990 scenario world over saw
banks increasing their trading activity by investing in
securities which exposed banks to price risks, and responding
to this, in 1996, the Basel Committee suggested that banks
maintain capital funds against market risk by following either
the standardised measurement approach (SMA) or internal
measurement approach (IMA) to meet the unforeseen losses
arising out of market risks. Basel I was followed by Basel II,
Basel III.

Research Methodology

Objectives of the study:

a) To understand the various government policy
initiatives towards introducing technology in the
Indian banking sector (Commercial Banks and
Cooperative banks).

b) To understand the progress of Technology adoption
in the Indian banks

Sources of Data Collection

The present study is based on the secondary data
collected from different journals, magazines, sites and
published data from various issues of RBI and different
Public sector banks. Various research studies on this subject
have also been referred in this study.

Literature Review

Several definitions of electronic banking exist in the
literature. According Daniel (1999), IT  means the
provisioning of information and services by a bank to its
customers via computer, telephone or television. According
to her, it can also mean the access to the banking services
via kiosks or ATMs located in work places or at public
locations such as an airport or a railway station. This
definition holds good for the retail electronic banking
purposes, as it is the scope of the present study.

Uppal (2007) takes a broader definition to include all
the services provided by banks through all types of
electronic delivery channels such as telephone, internet,
and cell phone and so on. Hence as per this definition
banking services such as internet banking, telephone
banking, mobile banking and services provided through
ATMs are all brought under its purview. More than 50 million
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of the US adult population is banking online according to a
new survey by the Pew Internet & American Life Project

 (Susannah Fox and Jean Beier, 2006) Survey on
internet banking in U. K. by Forrester Research during 2007
showed that about 31 percent of British adults use online
banking.

The Indian government can bring in financial inclusion
by setting up ATMs and providing mobile/online banking
facilities. Further, experts suggest that the number of ATMs
need to increase by 5 times to reach 160,000-190,000 in the
coming decade31. (The Indian banking sector recent
developments: Growth and Prospects, IBEF report 2013 Jan)

N.M.Nair (2014) Banking sector plays a very important
and crucial role. With the use of technology there had been
an increase in penetration, productivity and efficiency. It
has not only increased the cost effectiveness but also has
helped in making small value transactions viable. It also
enhances choices, creates new markets, and improves
productivity and efficiency. It has been noticed that financial
markets have turned into a buyer‘s markets in India.

Sharma M.C. and Sharma Abhinav reported that Indian
public sector banks that hold around 75 % of market share
do have taken initiative in the field of IT. They are moving
towards the centralized database and decentralize decisions
making process. They posses enviable quality manpower.
Awareness and appreciation of IT are very much there. What
is needed is a ‘big push’ the way it was given in the post
nationalization period for expansionary activities.

Sreelatha T and Chandra Shekhar Reveled that
Technology has charged the face of the Indian banking
sector through computation, while new private sector banks
and foreign banks have an edge in this regard. Among the
total number of public sector bank branches, 97.8 percent
are fully computerized at end – March 2010 whereas all
branches of SBI are fully computerized. Dhingra Sanjay
explained that there are at least five different types of
approaches in the literature that have been employed in
measuring IT effectiveness. Of those, three are econometric
approaches i.e. stochastic frontier approach (SFA),
distribution-free approach (DFA) and thick frontier approach
(TFA), which are parametric, and two linear programming
approaches which are nonparametric i.e. data envelopment
analysis (DEA) and free disposal hull (FDH). Most of studies
on banking have used either SFA or DEA approach to
calculate the effectiveness.

V. Leeladhar (2006),(RBI) had identified a few broad
challenges faced by the Indian banks. They are enhancement
of customer service; application of technology;
implementation of Basel II; improvement of risk management
systems; implementation of new accounting standards;
enhancement of transparency and disclosures; and
compliance with Know Your Customer (KYC) aspects.

Analysis of Data

Considering the objectives let us look in to the key
role played by the Indian Government in grooming the
technology initiatives in the banking industry.

Various Committees on Banking Technology in India

The foundation for large-scale induction of IT in the
banking sector was provided by the recommendations of
the committees headed by Dr. C. Rangarajan, in 1984 and
1989. Subsequently, in 1994, the Reserve Bank constituted
a committee on ‘Technology Up gradation in the Banking
Sector’. The committee made a number of recommendations
covering payment systems including setting up of an
autonomous centre for development and research in banking
technology. The IDRBT was created as a sequel. The
Institute has established and operates the Indian Financial
Network (INFINET), performs research in banking
technology and provides consultancy services apart from
providing educational and training facilities for the banking
sector.

Committees on Commercial Banks

  Committees                Recommendations

i) Working Group to
consider feasibility of
introducing MICR/OCR
Technology for Cheque
Processing (1982)

Convenor: Dr. Y. B. Damle,
Adviser, Management
Services Department,
Reserve Bank of India.

Introduction of ‘item
processing’ (sorting and
listing of cheques with the
help of computers) in three
phases.

Each Regional Centre was
to perform two functions:

(i) To act as a clearing
house for intra-grid
instruments, and

(ii) Participate in national
clearing on behalf of the
grid for extra-grid
outstation cheques.

ii) Committee on
Mechanisation in the
Banking Industry (1984)

Chairman: Dr. C.
Rangarajan, Deputy
Governor, Reserve Bank of
India.

The key recommendations
of this committee include,
Banks should set up
service branches at centres
where they have more than
10 branches. The service
branch so set up would
exclusively be devoted to
clearing operations of the
bank at that particular
centre. Banks to be in
readiness for the
introduction of MICR.
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iii) Committees on
Communication Network
for Banks and SWIFT
implementation (1987)

Chairman: Shri T.N.A.Iyer,
Executive Director, Reserve
Bank of India.

Setting up of X.25 based
packet switching network
called ‘BANKNET’ to be
jointly owned by the
Reserve Bank and the
public sector banks.

iv) Committee on
Computerisation in Banks
(1988)

Chairman: Dr. C.
Rangarajan, Deputy
Governor, Reserve Bank of
India

Computerisation of the
settlement operations in the
clearing houses managed
by Reserve Bank of India.
Operationalisation of MICR
technology and the National
Clearing of inter-city
cheques at the four
metropolitan cities. The
other recommendations are
framing of Uniform
Regulations and Rules of
Clearing Houses, Branch
level computerisation and
the establishment of
connectivity between
branches, Improvements in
customer service -
introduction of on-line
banking, Standardisation
and rigorous security
features to ensure an
efficient and risk free
transfer of funds
electronically,  setting up a
network of Automated Teller
Machines (ATMs) in
Mumbai and Introduction of
a single ‘All Bank’ credit
card and advocated the need
for its widespread
acceptance by merchant
establishments and usage
by customers to reduce the
load on cash and cheque
transactions.

V) Committee on
Technology Issues relating
to Payments System,
Cheque Clearing and
Securities Settlement in the
Banking Industry (1994)

Chairman: Shri W.S.Saraf,
Executive Director, Reserve
Bank of India

-   Establishment of an
Electronic Funds Transfer
(EFT) system, with the
BANKNET communi-
cations network as its
carrier.

-   Enactment of suitable
legislation on the lines of
the Electronic Funds

Transfer Act 1978, USA and
Data Protection Act 1984,
UK.

-  Introduction of ‘Clearing
Bank’ concept for
decentralised cheque
processing.

-   Large scale induction of
computers and
communication technology
in service branches

-    Promotion of a card
culture, as well as
enhanced training facilities.

vi)  Committee for
proposing Legislation on
Electronic Funds Transfer
and other Electronic
Payments (1995)

Chairperson: Smt. K. S.
Shere, Principal Legal
Adviser, Reserve Bank of
India.

EFT system could be
introduced immediately by
framing regulations under
Section 58 of the RBI Act.

-  As a long term measure, a
new legislation needed for
regulating, defining and
determining the rights and
obligations of the system
providers and user

The other committees include

Table 1

Subsequently, some of the major landmarks Banking
Technology and Transformation in India are,

• The introduction of MICR based cheque processing –
a first for the region, during the years 1986-88;

• Computerisation of branches of banks – an activity
which commenced from the late eighties with the
introduction of ledger posting machines (LPMs),
advanced ledger posting machines (ALPMs), followed
by stand alone computer systems which
metamorphosed into network based systems and the
latest development pertaining to the installation of Core
Banking solutions;
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• Facilitating computerisation of Government business
– from the late nineties which has now resulted in all
branches handling Government business perform their
functions using technology;

• The setting up of the Institute for Development and
Research in Banking Technology (IDRBT), Hyderabad
in the mid nineties, as a research and technology centre
for the Banking sector;

• The commissioning in 1999, of the Indian Financial
Network as a Closed User Group based network for the
exclusive use of the Banking sector with state-of-the-
art safety and security. The network supports
applications having features such as Public Key
Infrastructure (PKI) which international networks such
as S.W.I.F.T. are now planning to implement

• Commencement of Certification Authority (CA)
functions of the IDRBT for ensuring that electronic
banking  transactions get the requisite legal protection
under the Information Technology Act, 2000;

• Ensuring Information Systems Audit (IS Audit) in the
banks for which detailed guidelines relating to IS Audit
were formulated and circulated;

• Enabling IT based delivery channels which enhance
customer service at banks, in areas such as cash
delivery through shared Automated Teller Machines
(ATMs), card based transaction settlements etc.;

• Providing Guidelines for Internet Banking, which
facilitated the banks to ensure that common minimum
requirements relating to Internet Banking  offerings
were provided for;

• Providing detailed specifications to banks on the
configuration of systems relating to critical inter-bank
payment system applications such as Real Time Gross
Settlement (RTGS) System, Negotiated Dealing System
(NDS), and Centralised Funds Management System
(CFMS) etc.

• Implementation of the National Financial Switch (NFS)
to ensure interconnectivity of shared ATMs and to
provide for funds settlement across various banks.

• Establishment of e-payment gateways for the benefit
of customers (such as the gateways for funds transfers
and other account related transactions) and for
facilitating e-commerce.

• Sharing of information through the secured internet
website for the Centralised Data Based Management
System-Internet (CDBMSI) project.

• Providing a platform for transmission of electronic
messages across banks using common standards, for
facilitating ‘Straight Through Processing’ (STP) in the
form of the Structured Financial Messaging System
(SFMS), which will be similar to the SWIFT messaging
pattern;

• Setting up connectivity of all clearing houses of the
country so as to enable the introduction of the National
Settlement System (NSS)

• Introducing a secured web site for internet based data
transfer to Central and State Government. Government
Departments may populate the data from the secured
web site to their own systems based on their
requirements.

Progress of IT in the Indian Banking

Technology evolution and application in Indian
banking can be termed as an era from Mechanization to
Mobile banking

It can be classified into the following phases
Mechanisation (1980s), Automation (1990s),
Computerisation of Nationalised banks, Tech savvy Foreign
and New Indian Private Banks, Introduction of new
technology applications across the Indian Banking sector.

Due to these factors, some of the emerging Trends in
Banking Technology in India are as follows

• Electronic Payments

• CRM Initiatives

• IT Implementation and Management

• IT for Internal Effectiveness

• Managing IT Risk

• Mobile Banking

Indian banking industry thus adopted various
technology applications in banking. They are classified in
to:

1. Data Warehousing

2. Data Mining

3. Electronic Data Interchange

4. Corporate Web Sites

5. Management Information System

To advance from a more basic utility/protector function
to a transformer/performer IT should better understand the
needs of the leadership team, continuously work on
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     Role of technology in development of Urban Cooperative Banks

Automated Teller Machines (ATMs), net banking and
mobile banking etc and are also becoming gradually more
an integral part of the services provided by the UCBs. In
addition, IT has enabled the efficient, accurate and timely
management of the increased transaction volume that comes
with a larger customer base.

Another important aspect with regard to technology
implementation for internal purpose in UCBs is the
Management Information System (MIS). The MIS reports
generated help the top management as an effective risk
management and a strategic decision making tool.
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The Cooperative banks have also been directed by
the RBI to become CBS enabled by 31st March 2013.

Status of computerization of UCB’s:

The urban cooperative banking sector is highly
heterogeneous with concentration in a few states like
Maharashtra and Gujarat. The technology solution to be
proposed is expected to help these banks to improve
efficiency of their transaction processing capabilities,
housekeeping and customer service as a means to meet the
competitive pressure on these banks. In other words, the
solution to be provided needs to provide a level playing
field to these banks in terms of access to IT solutions.
Maharashtra is at the top in implementing CBS in urban
cooperative bank. As on March 2012, in Maharashtra
state124 UCBs out of 523 UCBs have implemented CORE
banking solution.

RBI initiative for IT implementation: The usage of
Information Technology (IT) is critical for the survival and
growth of banking Institutions as Information Technology
usage not only helps banks to reduce their cost of
operations, but also enables them to offer products and
services at competitive rates to their customers. The
Government of India has observed that UCBs without CORE
banking solution (CBS) do not integrate well with the
banking system and hence there is a need to quickly adopt
this model. CBS is a necessity in today’s banking scenario.
UCBs are, therefore, advised in their own interest, as also in
the interest of their customers, to adopt CBS at the earliest.

There is a wide variance among urban cooperative
banks with regard to the usage of Information Technology.
In their report, the committee by Shri. R. Gandhi (2008)
mentioned that till March 31, 2007, 16 out of 1853 banks had
implemented core banking solution, with some of them even
offering to set up/share data centers with smaller UCBs,
while over 50 banks did not even have computers. The
remaining banks existed somewhere in between.  But over a
period of time there has been a good progress of IT in
Cooperative banks.

In the context of the cooperative banks, a large part of
this sector has been computerised. Whether it is the major
loan accounts, the investment operations or the clearing
systems, they all have been computerised at the head office
level. Many Urban Cooperative banks are in the process of
shifting to core banking. Large parts of the cooperative
sector now tick with a Core Banking System developed by
the National Informatics Centre (NIC), the government’s web
services organisation, which has brought them into the
technology mainstream. Six thousand PACS in Rajasthan,
89 PADBs in Punjab, one Chandigarh SCB, three branches
of Delhi Financial Corporation and 315 locations of Treasury
Saving Banks in Kerala are using Co-operative Core Banking
Solution.

Taking the IT revolution ahead, Samruddhi Cooperative
Bank based in Maharashtra launched the lender’s first ever
RuPay Card. With India adopting its own bank card, it turned
the world’s sixth country to have its own card after China,
Japan, and others. Telengana’s AP Mahesh Co-operative
Urban Bank based in Hyderabad has various techno-
enabled initiatives and services this year. It is the first co-
operative urban bank in the cooperative sector in South
India that is extending tech-savvy services to its customers
on a par with the private sector banks. Presently the bank is
functioning with a network of 42 branches covering four
States viz., Telangana, Andhra, Maharashtra and Rajasthan.
After seeing the IT based success in the bank, the RBI has
permitted the bank to extend its network to Gujarat State as
well.

The Co-operative Bank of Rajkot is equipped with high
technology using Enterprise Banking Solution and Any
Branch Banking at all branches for its customers. The bank
has also installed Core Banking Solutions and its 11
branches are equipped with onsite ATMs. The bank also
provides facilities such as locker at 26 branches, RTGS, NIFT
and Online tax payment through HDFC in Rajkot city. The
Tiruchi District Central Cooperative Bank (TDCCB) has
effectively brought all 52 branches in Tiruchi, Karur, Ariyalur
and Perambalur districts under the CBS. With the help of
CBS, the bank facilitates the transfer of funds through
National Electronic Fund Transfer (NEFT), Real Time Gross
Settlement (RTGS) and Direct Benefit Transfers (DBT). CCBS
is implemented at more than 100 cooperative banking
locations across Meghalaya and Chhattisgarh.

Reserve Bank of India has played an important role in
implementation of information technology in banking sector.
Reserve Bank of India constituted a working group to look
into the different issues relating to e-banking and recommend
technology, security, legal standards and operational
standards keeping in view the international best practices.
The group has made a number of recommendations on
information security in e-banking. The most important note
was that security infrastructure should be properly tested
before using the systems and applications for normal
operations. RBI had appointed various committees to work
in this area. The government of Maharashtra and the Reserve
Bank of India has signed a Memorandum of Understanding
(MoU) to facilitate the development of the urban co-
operative bank sector in the state of Maharashtra. Based
upon this MoU, a State Level Task Force for Co-operative
Urban Banks (TAFCUB) has been constituted for
Maharashtra. As part of its developmental role, the Reserve
Bank would also be assessing the training and
computerization needs of the urban cooperative banks in
the State of Maharashtra with the objectives of upgrading
their human resource skills and technological infrastructure
so that they improve their operational efficiency and quality
of management information systems.
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In the context of the cooperative banks, a large part of
this sector has been computerised. Whether it is the major
loan accounts, the investment operations or the clearing
systems, they all have been computerised at the head office
level.

The Cosmos Cooperative Bank, Pune, in Maharashtra
and The Kerela State Cooperative Bank have moved for
core banking solution and many Urban Cooperative banks
are in the process of shifting to core banking.

The Cooperative Banks of all levels — State, District
and Cooperative Urban banks — therefore have to also
ensure that technologies are at par with the private banks.
Slowly but steadily, India’s cooperative banks are emerging
out of technological weakness. Large parts of the sector
now tick with a Core Banking System developed by the
National Informatics Centre (NIC), the government’s web
services organisation, which has brought them into the
technology mainstream.

Conclusion

The Indian banking sector has been adapting
innovations in technology especially the information
technology to achieve efficiency in providing wide range of
products and services to the customers. The reforms in the
1990s, which led to expansion, consolidation and
liberalization of the banking and financial sector in India,
brought in many changes and challenges. A number of
private and foreign players entered the Indian market with
superior technologies that helped them service their
customers efficiently through multiple channels such as
ATMs and online banking.The Technological infrastructure
has become an indispensable part of the reforms process in
the banking system. The Banks are trying to satisfy their
customers wherever they are.For this banks are exploring
new financial products and service options that would help
them grow without losing existing customers. And any new
financial product or service that a bank offers will be
intrinsically related to technology. Automation is the basic
thing that banks need to have in place. It involves a
combination of centralized networks, operations, and a core
banking application. Automation enables banks to offer
24x7x365 service using lesser manpower. But to be really
competitive, banks need to think beyond just basic
automation since every bank is competing with technology.
According to experts, the Future of technology applications
in  Banking include Mobile Wallets, Banking on the drive,
Bank on your wrist, Smart Branches, Robotics, Video
Banking.

IT is central to banking. It has moved from being just
a business enabler to being a business driver. In a manner
the banking and financial services sector—being the early
adopters of any new technology—defines the roadmap for

future technology adoption. Banks are focused on three
areas: meet customer’s service expectations, cut costs, and
manage competition.
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Abstract: Digital innovation and experience is creating a knowledgeable customer and also the organisation can differentiate
itself from the competitors. The raised bar of customer satisfaction and usage of new technology are making organisations
equip to forecast and provide. Connected customers, automated processes are placing demand on the technology department
in organisations calling for flexible systems and more of business involvement. Technology has impacted various functions of
the organisation as well as various industries focusing on the human experiences, defining and delivering technological solutions,
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careers by learning and doing.
Keywords: Technology, economy, learning

Introduction

This world was modest about two decades ago when
‘Digital’ was just another word for ‘Information Technology’.
The CIO was not considered a strategic resource, and IT
department was functioning normal though things were
happening usual even with the entry of YouTube and
LinkedIn. Making technology to work for productivity
improvement was easy for IT as still the alignment of IT to
business was not the core agenda.

Revolutionary developments in technology, recently,
have enlarged the canvas of information and knowledge
feeds enabling decision makers with new tools of
development.

Today digital driven change is huge and being
embraced by CEOs making technology integral to business
strategy struggling into creation of knowledge societies.
Digital initiatives, investment in technology, culture of
innovation, customer employee interaction, driving profits
from technology are the new normal for growth in an
organisation.

Global economy is being reshaped with the knowledge
society being built on the stimulus of technological
advances. Knowledge has always been a booster to
economic growth but the advent of digital technology has
increased the capacity to analyse and communicate large
amount of information inexpensively has increased the
speed of innovation. Innovation that creates new jobs is
rapidly becoming an important component in global
competitiveness.

Technology in HR – weaving a fabric of change

Change is constant. Not only fashion, trends or people
change but even technology changes. The technology
change at times is witnessed at a tremendous speed. It
weaves a fabric of change that affects everyone. The
technology change in Human Resources has altered its role
from being mere administrators to strategic enablers

empowering the HR function in key decision making of the
organisation.

HR department is viewed as reactive due to their
traditional role of hiring, running payroll and compensations,
rather than being considered as a partner in business. But
the sweeping change that technology progressed in HR
domain enabled them to push back the disgrace of Human
Resource department tag and convert in Human Capital –
partners in business, managing Talent.

Another change that happened was human resources-
employees were considered as liabilities, a cost, an
overhead, and not realizing that they are really an asset of
strategic purpose, until companies like Google, Apple,
Microsoft and even Infosys in India conveyed the focus.The
technological shift has enabled HR to attract, manage,
measure and retain talent in an organisation. Thus revealing
the true identity of HR where they strategically plan to
support business as a true partner helping the organisation
to reach its goals.

The technological innovations has helped HR to shed
its secondary role of employing and managing complaints
and contribute to the bottom line of the organisation with a
focus on Talent sourcing, engaging employees,
administering trainings, planning successions, and topping
it all is doing social recruitments, assessing skills online,
managing BYOD (bring your own device), and managing
the demands of Human Capital Management.

Having born with the technology, the millennials are
supporting this HR enablement and the organisations are
capturing these opportunities to build customised network
of talent, at times using social networks, Video interviews,
mobile chats, web assessments or even gamification method
to recruit, in turn building a brand, and sourcing through
highly targeted groups for example LinkedIn, Marriot
International Inc.

HR in its new role of a partner collaborates and
incorporates data and with the help of predictive analytics
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converts this data into relevant and critical importance. This
helps the organisation in its decision making a sit
recommends course of action and its outcome.

Technology in Education

Higher education is redesigned by technology –
primary technologies like emails, fax machines, World Wide
Web, CDROMs with some commercially developed
simulations and contemporary syllabus changes are shifting
the routine operations in a university or college / institute
thus expanding the missions of these organisations.

Students want to learn at their own pace and at their
own will. The current need in education that is growing is to
disregard location, time restrictions, classroom space, and
in metro towns even transportation. Students are of the
opinion that lectures take too much of their time hence they
prefer notes, study material, assignments to be made
available on-line. The millennials have grown up in groups
hence they prefer to practice or do homework in groups and
problem solving becomes difficult if done alone. Therefore
they prefer to have on-line problem solving sessions of
course with the support of the lecturer.

The technological advancement in recent times has
caused a makeover in higher education. Professional course
students like medicine are drawing immense benefits out of
these alterations caused by technology as they use e-books,
CDROMS, ready-made notes and even at times evidence
based study material. Technology has helped in reaching
large audiences maintaining the quality at the same time
achieving economies of scale in the conventional market of
teaching and learning. Potential to lower the cost is the
main driver behind utilising technology in education.

The basic premise of today’s education is to help the
learner to reach the potential and technology is enabling
the learners to take more control of their needs in education.
The conventional method of teaching in classrooms is being
overtaken by the advances in technology allowing the
lessons to be disseminated by web making it simple for the
student to access the subject course material suitably and
also as frequently as needed to achieve basic understanding
or know-how or even to gain command over the subject
matter. Technology is helping educators to make the course
a collaborative learning augmenting the understanding, recall
and solving problems.

Students of today do multi-tasking and the usage of
technology shifts the power from education provider to the
education receiver (consumer) as the consumer has multiple
choices to select the opportunity of learning. This alters the
role of a professor from an instructor to a coach or
consultant. A professor manages the active learning process
by creating suitable environment using search engines,
emails, videos, digital databases in a high-tech classroom
and disseminating lessons digitally thus inspiring students

to take responsibility to learn and derive meaning from the
carefully constructed lessons rather than students
physically sitting in a classroom and listening to the lecture.

Technology is making it suitable as well as
commercially affordable to software companies, publishers,
and other academic material providers to integrate material
using sophisticated technologies like gaming or simulations.
This development is shifting the control of courses
developed in-house to these providers as design and
distribution of courseware and academic modules has
become financially attractive.

Technology is playing a prominent role in education
industry and supporting its mission. In spite of its tempting
appeal it also poses some challenges because of its fast
paced advancement. Merely building technological
infrastructure is not sufficient. This needs to be supported
by suitable human resources to deliver the technological
promises. Technology can be firmly integrated to provide
service to a diverse group viz. faculty, students,
administrators and any other stakeholders, but training to
effectively use the technology still remains a challenge as
this diverse group has divergent expectations. At the end
Technology usage is all about experience and these citizens
of education industry would understand the role of
technology predominantly by their personal involvement
with technology.

Computing at any place and any time through mobile
phones has given freedom in gaining access to any
information. This has enriched coordination, collaboration,
communication in knowledge exchange. The wireless
medium has helped individuals at home and office to be in
touch with their near and dear ones as well as professionally
transact.

The popularity of Mobile Technology has gained
importance in supporting the value chain and giving an
organisation a competitive edge. Organisations are using
this technology to establish connectivity, interactivity with
their employees as well as their customers and suppliers.
This has increased an organisation’s efficiency and
effectiveness by altering their business processes to in
provide value to their business partners. The Wireless
Application Protocol (WAP) based systems connected with
the organisation’s internal technology infrastructure
facilitates in providing Intranet based self-service to
employees, mobile services for brokers and agents, mobile
payments and banking services and also electronic
procurement.

The usage of mobile technology has transformed the
way we interact, share, communicate and express ourselves
as a society. This has made mobile device management a
necessity in organisations where access and identity
management helps in optimizing the functionality and
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securing the organization’s data. This brings up an important
aspect of measurement – the advantages to be drawn by
the usage of this technology.

Every organisation wants to be unique and have a
competitive advantage in the market. The measurement of
this technology whether measuring tangible benefits such
as profitability, market share, productivity and cost savings
or intangible benefits such as customer service, customer
and competitor knowledge, product quality influence the
competitive position in the market. This measurement helps
the organisation to get a clear picture of its competitive
position in terms of cost, differentiation, and analysing
further with the help of technology changing the product
mix offered which changes the competition itself. The
technology and measurements is a great help in maximizing
customer service, image of the organisation, employee
satisfaction, efficiency, effectiveness and minimizing cost.

Technology in Retailing

The increase in globalization of retailers’ technology
in the retail sector has equally increased to manage the
intricacy of that business. Technology has helped retailers
to ease product complexity, supply chain challenges,
complexity of scale, and the complexity in process.

Not more than five years back in India the convenience
store owner in the neighbourhood knew each and every
customer of his personally. Those were the days when every
product had limited number of substitutes hence the
selection was not a task to a customer. The customer’s need
and the quality required were known to the store owner.
The transactions have a personal touch, the likes and
dislikes were taken care on the basis of trust.

But today, the increase in size and number of retailers,
with various products, with multiple brands and several
categories the individual relation with retailer is replaced
with promotion led and purchase led loyalty schemes.

To top it all technology has worked like a promoter
augmenting the efficacy of any retail purchase or process
activity. Technology in the area of merchandising has
impacted top line revenues, mining huge amount of data,
arriving at a trustworthy forecast to collaborate with
suppliers and mange assortments.  To manage the cost of
operations technology in the supply chain area serve to get
right product at right time in the right place.  The entire
operations depend upon the data, which is fragmented and
needs integration. With the help of technology this
challenge is handled with accuracy and speed.

The degree of technology implementation has been
different for different retailers depending upon their size
and business. Some have implemented the core technology
solutions cover operations and merchandising, and for some
the investment has paid back for implementing strategic

business software like Business Warehouse or Business
Intelligence. Technology has been mainly utilised in
customer focussed solutions, analytics, and social media
as consumers today are buying more online and also
happened in measurement areas to compare past and
present revenues, acquisitions, and customer value.

Below mentioned technology adaptations is going to
make the retail scenario most interesting.

Electronic Retailing - internet serves as one of the major
platform used by a retailer to communicate effectively with
the prospect as well as the customer offering promotional
goods. For example - Baazee.com Times Internet, Rediff etc.

Interactive Projection Displays – are used inside a store to
stimulate the offers. At times this is also used within the
window of a shop to promote new products. Many a times
this is kept at a such a place where user can interact with the
display with the hep of a touch screen.

Attention Seeking Display Units – these are illuminated
display units designed exceptionally to display messages
about products that are promoted or at times to message
certain facts about particular products. These units are either
kept inside or outside the store.

Vending Machines – such machines are installed at
prominent places like bus stations or railway stations, Malls,
or public places. These machines generally are used to
dispense tickets, soft drinks, milk or even cash.

Handheld computer devices – these devices are generally
used by delivery personnel as a substitute for paper
documents. At times such devices are also used in
restaurants to take customer orders that are automatically
transferred to the kitchen inside.

Radio Frequency Identification (RFID) – a technology that
is used to accurately track material within a warehouse
revolutionizing the material handling process. RFID is also
used to identify vehicles passing through the toll booth.

Rear Projection – This is an interactive floor display, a
technological tool to involve customers in a particular brand.
Mostly this technology is used on Point-of-Sale(POS)
counters for the promotion of competitions that are running
or any offers where manual form filling and coupon can be
avoided.

3D Floor Stickers – is a self-adhesive vinyl with a coloured
print cut out, at times even transparent,  tempting a customer
by creating illusions and making him visit a particular isle
where the store wants to promote certain products.

I-Shelf – an LCD display attached to a shelf in an aisle of a
supermarket, where promotions are pre-programmed or
operated with an inserted flash drive.

QR codes – are generally used along with the display of
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special offers or competitions. It is a technological substitute
to filling forms or using promotion coupons. With the help
of QR code a virtual store can be created for example -  A list
of items with store name and QR Code graph displayed on a
bus stop. The traveller can easily order items and receive
them at his/her house.

Barcodes – generally used for identification of a product
with specific manufacturing details and price, but also the
scanning technology can be used to inform nutritional
informational of a product.

NFC chips – these near field communication chips can be
used to purchase and make payments. Certain stores do not
allow buying goods physically from the store instead
provide them with tablets using NFC tags helping customers
to scan items on promotion and buy them online. At times
customers touch their mobile phone to the NFC tag
displayed on a product in a store and add the product to
their mobile app basket. It is like moving in a store with a
scanner and paying for it at the time of checkout.

Augmented Reality – helps customer to visualise the
perceptions while buying an item. With the help of AR a
customer can decide whether particular furniture fits into
the overall house décor, or at a retail shoe store point his
mobile camera at a shoe and his feet, the app helps in
visualising the shoe to be tried.

Self-Checkout Machines – these machines offer a mode to
customers in processing the purchases made in the store, a
very effective alternative to a cashier/payment counter.

Technology in Manufacturing

Technology is being used in manufacturing right from
the Industrial revolution for example cotton gin, machines
to manufacture cloth. Today robots are being used in
manufacturing which has helped in creating heavy goods
effectively.

Technology has been used in Manufacturing for
several decades starting with manual machines, upgrading
it to electrically operated ones,  doing mass production, and
recently getting into computers to use AI /Analytics/Big
Data/ 3d Manufacturing.

Early Computer Aided Design and Manufacturing
(CAD / CAM) systems introduced programmability but not
generic enough. Three dimensional (3-D) manufacturing and
additive manufacturing used the power of programmability
in a more fundamental way. The support functions in
manufacturing like planning, logistics were enabled by core
Enterprise system modules but the core engineering
requirements like Direct Numerical Control Software (DNC),
Computer Numerical Control(CNC), Robots, always
remained out of reach of Small and Medium Enterprises(SME)
because of the high cost.

Technology is used in manufacturing right from the
first generation of computers for better efficacy and mapping
effectively the resources. In the second generation
manufacturing used connected, networked computers and
were ahead in using email, Social media, Smart phones/
Tablets, WWW. The next generation will connect computers,
human and things by using Augmented reality/Virtual
Reality, Smart homes/cars, smart cities will impact human
life – the way we live.

Big Data, Analytics, will help us in decentralised
decision making, Intelligent Robots will use Artificial
Intelligence(AI) for in-depth  learning, and processing
images,  Self-driving cars will make use of Image processing,
Big Data, AI and drive us around safe,  intelligent homes
will make our life easy, Internet of Things(IOT)  will change
the way manufacturing is done today, changing the
perception the way Facebook  changed us, Drones using
AI, algorithms, image processors, cameras and storing data
on cloud, will allow us in getting new knowledge, 3-D
Manufacturing will change manufacturing, logistics, trade
and economics.

The following technology advancements will change the
manufacturing arena -

Internet of Things (IOT) – This will help in overall
effectiveness of the machines, labour utilization and
productivity, as this will link machines to the web for real
time monitoring, getting online information (data) translating
the same to get insights to the micro functionality level.

The next generation manufacturing companies will
measure the effectiveness of the analysed data, sought
through the real times connected information platforms and
equipments. This will require a new set of labour capable of
designing and analysing the data produced to deliver
durable, high quality products.

Robotics – has helped to fully automate factories. These
unmanned control technologies may not address all the
concerns of productivity. Moreover greater automation may
be harmful and may result in lesser innovation. A new
concept called ‘Cobotics’ is developed in developed
economies, where robots complement the human workers
instead of replacing them. Robots are used in this concept
to manufacture, assemble complex parts at a speed and
accuracy with safety promoted. The more erudite robots
with sophisticated sensors will be used by manufacturers
to allow human and machines to skilfully interact on the
shop-floor.

Augmented Reality – The developments in information
technology, engineering, vision technologies, have
supported manufacturers to deliver real time information at
the very point of use. The use of graphics, audio, texts, are
superimposed on the assemblies to enable the worker to
achieve quality. Machine manufacturers are supplying this
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facility as in-built with the machine helping a worker to walk
through the instructions of a process.

3D Printing - has helped manufacturers to produce
prototypes and reduce the cycle time from design to
manufacture. This technology still in its early period can
produce solid objects in a predetermined shape saving
considerable cost in production lead times and retooling.

Jobs and Knowledge Economy

Knowledge as personified in a human and technology
has always been vital to economic growth. All these years
land, labour, capital were considered as factors of production,
but in a knowledge economy labour is considered to design,
manufacture and implement ideas rather than just produce
goods.

The huge part of knowledge economy is based on
learning by doing, rather on just education, though
education is one of the primary source to get explicit and
tacit knowledge. A career has become a field of opportunity
and no longer remains a path where a person works for
years together and moves up vertically. A formal education
can prepare a person to work in the field of opportunity but
the person will have to move horizontally to make a career.

Most importantly the jobs that get created are at the
lower end. For every high end job there are four jobs at the
lower end for example – a programmer has an alternative to
perform as a cook, a waiter, or any other such. So the thought
of knowledge economy remains a myth as most jobs may
not require a degree, hence half the people getting degrees
may not have jobs that they want and will work in such
fields which do not require a degree.
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Abstract: Identification and Performance evaluation of distributors in western countries has been one of the most important
activities in consumer durable industry. Unfortunately less focus has been given towards this activity by most of the firms
located in India. It has been realized that criteria related to distributor selection and evaluation need to be identified. The Indian
consumer durables industry has witnessed a considerable change in the past couple of years. Changing lifestyle, higher
disposable income coupled with greater affordability and a surge in advertising has been instrumental in bringing about a sea
change in the consumer behavior pattern. The performance of distributor plays significant role on overall growth of any
consumer durable firm. The current study made an attempt to verify and analyze the relationship of distributor’s performance
and growth of respective firm. The objective of the paper is also to design the distributor performance evaluation criteria for
effective monitoring and control mechanism for consumer durable firm.
Keywords: Distributor, Consumer Durable, Performance, Evaluation, Delivery, Service

Introduction

India is likely to emerge as the world’s largest middle
class consumer market with an aggregated consumer spend
of nearly US$ 13 trillion by 2030, as per a report by Deloitte
titled ‘India matters: Winning in growth markets’. With the
continuous inflow of disposable income and the
advancement of technology, the need for the varied
consumer durable goods are increasing. This in turn is
leading to a strong competition among the different consumer
durable brands available in the nation as well as the price
gap between the same consumer goods of different
companies are narrowing down. Day by day these goods
are becoming cheaper. The rural and urban market of
consumer durables has been growing at a rate of around 15
% on an average. The importance of distributors is growing
rapidly. Growth of the distribution channel partner
determines the growth of firm. This requires continuous
monitoring of distributors performance.

Literature Review

Anderson and Narus (1990) reported that it is mutually
recognized and understood that the success of
manufacturers and distributors depends on the other firm.
Their statement indicates that a manufacturer’s success can
not be reached from their own effort alone; having a good
partner in distribution is very important. Loomba (1996) also
suggested that in order to compete effectively, today’s firms
must re-evaluate their existing distribution and make
adjustments when necessary.

Hyvönen and Tuominen (2007) claimed that the changing
business environment has recently challenged many firms to

seek out new methods to achieve sustain performance
advantage through market orientation and distribution
channel collaboration. Secondly, distribution channel
strategies affect many other aspects of marketing strategies.

Changing the distributor is often too costly. In the
long run, distributor and distribution channel strategies
involved in strategic alliances and partnerships that are
founded on trust and mutual benefits create distinguishable
interests (Chopra and Meindl, 2007).

As per a research done Global Technology Distribution
Council Distribution efficiency and cost-effectiveness are
driven by economies of scale. These economies are
undermined when vendors appoint too many distributors
within a market. Of course, vendors want to ensure that
they have a competitive discipline in their distribution model
and the capacity in their channel to handle demand and
growth. But the larger distributors now have the diversity
of capability required to service different market segments
and handle different product categories, without vendors
needing to farm out the business to multiple distributors.
Vendors should constantly check whether they can benefit
from consolidating the number of their distributors.

According to the study by Levi and Weitz, 2008
Strategic management of distribution channels and the
choice of the distributor is growing in the business scenario.

There are several reasons for this. Firstly, as the value
has shifted towards the customer, distribution has moved
from being the backwater of strategy to the mainstream.
Since it is where much of the profit in many industries can
be found nowadays (Wise and Baumgartner, 1999)
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Effective distributor monitoring system is one of the
key challenges of consumer durable Industry. Very less
efforts have been taken in this area with reference to the
Indian Markets. Above all researchers suggest the
contribution and importance of Distribution system for the
growth of the firm. This research paper tries to provide the
solutions to the key challenges of handling the distribution
system and this is the area where significant efforts have
not been taken from the research perspective.

Research Problem

Many businesses have trouble getting a handle on
their relationships with the companies that distribute their
products or services. That’s because these distributors are
like employees or salespeople in some ways; they’re the
outlet through which the supplier reaches the marketplace.
Growth of the distribution channel partner determines the
growth of the firm. This requires continuous monitoring of
distributors performance. Distributor always pushes the
brand which gave higher margins and low cost. Distributors
are not responsible for carrying the right brand image in this
complex and dynamic environment. This is the problem area
of the research which can be minimized with the
implementation of an effective distribution system.

Data Collection

Primary Research was conducted for 15 consumer
durable companies in India. The list includes following:

No. Name of the Firm

1 LG Electronics India Pvt. Ltd

2 Phillips Electronics India Pvt Ltd

3 Samsung India Electronics Pvt Ltd

4 Videocon Industries Ltd

5 Voltas Ltd

6 Electrolux (PE Electronics) Pvt Ltd

7 Godrej Consumer Products Ltd

8 Sony Electronics Pvt Ltd

9 Hair Electronics

10 Toshiba India Pvt Ltd

11 TATA Hitachi CLIQ

12 Blue Star Ltd

13 Whirlpool India Ltd

14 Onida (MIRC Electronics Ltd)

15 Micromax Pvt Ltd

The research has 40 respondents who are the
Marketing managers of the respective consumer durable

firm. Secondary research data will be based on reputed
magazines, research papers, and handbooks. The
questionnaire was prepared with the 5 likert scale being 5 as
highest (strongly agree) and 1 as a lowest (strongly disagree).
The collected data is analyzed with SPSS version 21.

Statistics and Findings

Research was conducted for 15 consumer durable
companies in India to understand the impact of Distributor
Performance on the growth and performance of respective
consumer durable firm. The study was conducted to
understand the impact of distributor evaluation and
monitoring on the growth of that distributor and Firm.

The survey conducted shows the following:

Table 1: Distributor’s Performance affecting Growth of
Consumer Durable Firm

                  Frequency  Percent   Valid     Cumulative
                                                    Percent      Percent

Strongly 2 5,0 5,0 5,0
              Disagree

Disagree 2 5,0 5,0 10,0

Valid Do Not 3 7,5 7,5 17,5
Know

Agree 2 5,0 5,0 22,5

Strongly 31 77,5 77,5 100,0
Agree

Total 40 100,0 100,0

The table shows that more than 80 percent of the
consumer durable organizations think that performance of
the distributor is crucial for the growth of the organization.

Table 2: Impact of distributor evaluation and monitoring on
the growth of that distributor and Firm

Strongly        Agree         Do not       Disagree      Strongly
  Agree                                know                               Disagree

70 % 10% 7.5% 7.5 %  5%
 (28 out (4 out (3 out (3 out (2 out
  of 40) of 40) of 40) of 40) of 40)

The table shows majority of consumer durable
organizations think that distributors need to be evaluated
to have control on them.
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Table 3 : Impact of Performance monitoring of distributor
on growth of the organization

                  Frequency  Percent   Valid     Cumulative
                                                    Percent      Percent

Strongly 1 2,5 2,5 2,5
              Disagree

Disagree 5 12,5 12,5 15,0

Valid Can’t 2 5,0 5,0 20,0
judge

Agree 10 25,0 25,0 45,0

Strongly 22 55,0 55,0 100,0
Agree

Total 40 100,0 100,0

The table supports the idea of relationship between the
performance monitoring of distributor and growth of the
respective consumer durable firm.

Table 4 : Do you think that Growth of Distributor leads to
Growth of Firm?

                   Frequency   Percent    Valid    Cumulative
                                                      Percent     Percent

Disagree 4 10,0 10,0 10,0

Can’t 1 2,5 2,5 12,5
Judge

Valid Agree 12 30,0 30,0 42,5

Strongly 23 57,5 57,5 100,0
Agree

Total 40 100,0 100,0

Table 5: Do you think that your company has effective
distributor monitoring/evaluating system?

Yes No

20% (8 out of 40)  80% (32 out of 40)

This statistics shows that 80% of consumer durable
firms think that they don’t have effective evaluation/
monitoring of their distributors. This shows the significance
of designing the criteria of evaluation which may include all
viewpoints of firms.

Table 6 : Performance and Growth of Distributor

Do you think that
Distributor’s
Performance
Monitoring leads
to Distributor
Growth?

Do you think
that Growth of
Distributor
leads to Growth
of Firm?

N Valid 40 40

Missing 0 0

Mean 4,18 4,35

Std. Error of Mean 182 150

Median 500 500

Mode 5 5

Std. Deviation 1,152 949

Variance 1,328 900

Range 4 3

Consumer durable organizations think that
performance of the distributor plays important role in the
growth of the organization.

Designing the evaluation criteria for the consumer durable
distributors:

We have worked with 20 Marketing managers for
designing the suitable evaluation criteria:

1 Annual Annual Business Plan to be
Business prepared and shared at the
Plan beginning of the year which should

include yearly sales target set by
the distributor.The same has to be
monitored quarterly (At the end of
every 3 months)

2 SWOT A situation analysis describes an
organization’s:
- competitive position
- general state of internal and
   external affairs.
- the customer
- the market environment
- the firm’s own capabilities and
  weaknesses
- focused analysis covering sales
   and service team’s capabilities
  and weaknesses
- focused analysis on specific
   product- market combinations.
  This ensures the probable threat



36 ISSN 2456-4079 Dr. VN Brims Srujan

   identification and minimization at
   the beginning of the year only.
  This will avoid the unnecessary
  excuses given by the distributor
  for not attaining the sales target.

3 Marketing Plan Contains written marketing
objectives that are deliberate and
supported by goals. Objectives
should reflect actions to support
the strategies and tactics defined
in the Annual Sales Plans

4 Business Tools Sales Meetings,  Define a process
and Customer for handling customer complaints
complaint that include these key characteristics:
resolution 1. Well defined process that is

      visible to all employees
2.  All employees are trained and
     regularly use the process
3.  Covers telephone etiquette
4.  Focuses on actively listening to
      needs & taking responsibility
5.  Owning the problem and timely
      resolution is central

5 Technology Technologically upgraded
systems, CRM, Laptops etc

6 Sales Enablers Time delivery of quotes, percentage
of face time with customer,
conversion rates of quotes to
orders, performance to sales
goals New customers acquired
quarterly.

7 Service Trained Manpower for After sales
Capabilities servicesA number of after sales

services provided by distributor
and customer feedback on the
same. Charts/graphs that monitor
on-time delivery of service quotes
and work- charts/graphs that
monitor service work quality

8 Capacity of Inventory carrying capacity of
keeping stock distributor.Average amount of
of Finished stock kept for a year. Stock for
Goods Spares

9 Finance and Outstanding of Distributors,
Terms of Financial Statements, P& L
Payments statements

Conclusion

Growth of the distribution channel partner determines
the growth of the firm. This requires continuous monitoring

of distributors performance. Analysis shows that 82.5% of
respondents agree with the fact that there is a significant
impact of Distributor Performance on the growth and
performance of the respective consumer durable firm.
Majority of the respondent (80%) think that there will be a
significant impact of distributor evaluation and monitoring
on the growth of that distributor and Firm. It can be
concluded that majority of Marketing Managers thinks that
Distributor’s Performance Monitoring leads to Distributor
Growth. It also has been observed that majority of Marketing
managers thinks that their distributor evaluation system is
poor.

The designed criteria will be very helpful for consumer
durable firms to evaluate them and monitor the performance
of distributors.

We suggest evaluating the distributor quarterly on
the said parameters. The distributors need to be
differentiated on this basis into three categories such as tier
1, tier 2, tier 3, depending upon the wattage given for each
criterion. We suggest deciding the credit facilities of
distributors based on the position of respective tier category
they achieved from evaluation.
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Abstract : The purpose of this paper is to study the consumer behaviour towards OTC medicines. This research is solely
based on secondary data collection i.e. literature review and it intends to analyse the role of various factors in influencing
consumer behaviour while purchasing an OTC medicine. The present study discusses the kind of ailments, the first course of
action, the brand of the product, purchasing site and role of advertising as some of the important factors which influence
consumer behaviour.
Keywords: OTC (Over-the-counter) Medicines, Consumer behaviour, Common ailments

 Introduction

A recent study conducted by PwC, McKinsey and
Tech.Sci Research claims that Indian pharmaceutical market
is expected to be among the top three pharmaceutical markets
by incremental growth and sixth largest market globally in
absolute size by the year 2020. This sector constitutes of
three types of sub-segments namely, generic drugs, patented
drugs and OTC drugs. Out of total market revenue of USD
20 billion (2015), generic drugs capture 70% revenue share,
21 % by patented drugs and rest 9% by OTC drugs

Source: Business Monitor International, FCCI Indian Pharma
Summit 2014-15, Tech. Sci. Research, (www.ibef.org)

Indian OTC market ranks 11th position in the global
OTC market size and it is expected to grow further due to
many reasons like expansion of more number of
pharmaceutical companies and chemist shops in the rural
and semi-urban areas, people’s higher tendency to self-
medicate, the need to save on healthcare spending,
increasing trend in enhancing the self –care activities and
managing minor ailments through non-prescription drugs.

Now the question comes, what are OTC drugs? OTC
drugs are nothing but non-prescription drugs. They are

legally allowed to be sold over the counter. They are not
only approved as safe but also effective for use without
prescription of a registered medical practioner. All drugs
that are not included in the list of prescription drugs are
treated as OTC drugs in India.

 Prescription drugs are medicines that are listed in
Schedules H and X of the Drug and Cosmetics Rules while
drugs listed in Schedule G (mostly antihistamines) of the
act do not need any prescription to purchase but these
drugs require the following mandatory text on the label:
“Caution: It is dangerous to take this preparation except
under medical supervision”.

Aches/pains, cough, colds, hyperacidity, minor topical
infections and indigestion are major OTC categories. Some
of the emerging categories include cuts, wounds and burns,
muscle pains and sprains, diarrhoea and constipation.

Since purchasing a non-prescription drug is a practice
of self –medication, awareness of OTC medicines, its
availability, effectiveness, affordability are some of the key
determinants of consumer behaviour for buying OTC
medicines.

Review of Literature

 The nature of ailments plays an important role.
Dadhich & Dixit (2017) in their Questionnaire based study
“Consumer selection and buying behaviour towards over
the Counter (OTC) Medicine in Jaipur City “have discussed
those common ailments for which people prefer self-
medication. Most of the respondents prefer self medication
for headache, cold and cough. Fever, muscle pain and skin
problem, gastritis, allergies and rhinitis are some of the other
ailments.
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Source: - Dadhich & Dixit study, Consumer selection and
buying behaviour towards over the Counter (OTC) Medicine
in Jaipur City

Organisation of Pharmaceutical Producers of India
(2011) in its report has discussed about all the aspects of
OTC medicine market. The study has not only focused on
attitude of pharmacists and doctors towards OTC but also
mentioned customers’ approach towards it. It was observed
that depending on the severity of ailments patients opt for
the next possible course of action.

Whenever a patient suffers from an ailment, the trend
in consumer behaviour shows that 44% of the patients prefer
to go to the pharmacist first and 24% of them visit a doctor
followed by 23% opting for self medication.

Source: “OTC-the final frontier” by Nicholas Hall, Sorento
Communications and IMRS, 2006, (www.indiaoppi.com)

Prajapati and Patel (2013) have interviewed 196
respondents of Ahmedabad city and their research shows
that past experiences and advertisement particularly TV adds
play a crucial role in influencing the consumer to purchase
OTC medicines. Their questionnaire based study reveals
newspapers as the second preferred medium of
communication. Pamphlets, billboard, magazines & internet
are found to be least appealing mode of communication.

Some researchers have also worked upon the impact
of advertising on consumer buying behaviour for OTC
drugs. Tiwari (2016) in his research (Effect of Advertisement

on Buying Behaviour of OTC Medicines in Nepalese
Context) based on his research, has come to the conclusion
that advertisement of OTC medicines has positive effect on
the awareness level of the people. Though there wasn’t a
positive correlation of advertisement in changing the buying
behaviour.

Organisation of Pharmaceutical Producers of India
(2011) has also mentioned the rules and regulations on
advertising of pharmaceutical products. A list of ailments
for which no advertising is permitted has been mentioned in
the Drug & Magic Remedies (Objectionable Advertisement)
Act 1954 & Rules 1955. This act also prohibits deceptive
advertising.

The following OTC medicines advertising can be seen on
TV in India:

Digestives Glucose Throat Lozenges

Antacids Analgesic Band-aids

Antiflatulents Antiseptics Baby gripe water
creams

Cold rubs and Medicated skin Ayurvedic medicines
  analgesic balms treatment and preparations

Vitamins/tonics Cough liquids Health supplements

Source; - Organisation of Pharmaceutical Producers of India
(www.indiaoppi.com)

A similar research has been done by a Journal
(Advertising of non-prescription medicines to the public,
WSMI, 2008) that also emphasised on the aspect of
advertising of OTC drugs stating that without advertising,
consumers would be at a disadvantage. It not only increases
the awareness among consumers about their condition and
the availability of suitable drug for the same but also
develops brand recognition to provide the consumer with
confidence in the brand. It also helps consumer to make
informed selections.

In their study of consumer’s buying behaviour towards
OTC products, Prajapati and Patel (2013) have also focused
on the factors affecting the purchasing decision of the
consumers towards OTC product. They have asked the
respondents to rank the features on a scale of 1 to 5, the
features include Brand Name, Efficiency, Packaging, Pricing,
Promotional Offer. Their findings are; -

Most important features for selecting a particular
brand of OTC products
Rank 1 Brand Name
Rank 2 Efficiency
Rank 3 Packaging
Rank 4 Pricing
Rank 5 Promotional Offer
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Source: Prajapati and Patel study, A study on consumer’s
buying behaviour towards OTC products of the
pharmaceutical industry

Organisation of Pharmaceutical Producers of India
(2011) has also discussed some the leading OTC brands of
ayurvedic medicines. These medicines have plant based
natural active ingredients. Some of the leading ayurvedic
OTC medicines are Vicks VapoRub, Dabur’s Pudina Hara,
Calcium Sandoz, Itch Guard Cream, Moov Pain Cream, Eno
Fruit Salt antacid, and Amrutanjan Pain Balm.

 Their findings also reflect insights on the favourite
place to purchase OTC medicine. Though residents are aware
that OTC medicines are available both at convenience stores
and pharmacies, most of them prefer to buy from pharmacies.

Kohli and Buller (2013) in their research “Factors
Influencing Consumer Purchasing Patterns of Generic
Versus Brand Name Over-the-Counter Drugs” have clearly
proved the importance of advertisements, duration of the
effectiveness, degree of sickness (severe), preferable form
of medication and safety of the OTC as some of the factors
which influence the consumer in taking a purchasing
decision to buy generic or branded OTC drugs. Their study
proves that generic OTC drugs and brand OTC drugs are
equally effective and safe but discrepancy has been noticed
between consumers’ beliefs and reported purchasing
behaviour. Their primary research reveals that only half of
the respondents were interested in generic OTC drugs. They
have further recommended the need to educate patients
about generic medicine as it may result in substantial cost
savings for consumers.

Supriya Gupta (2013) in her study “Emerging Indian
OTC Markets” has discussed the customer friendly ways
for making OTC easily available.” The Sachet concept”, like
throat lozenges, medicated ointments and creams etc are
available in smaller packs for trials in urban as well as rural
markets.

Limitations

The researchers feel that primary data collection on
wider sample could have led to better findings.  Because of
the tremendous potential of the healthcare industry in the
coming years, consumers are becoming more aware of their
health, medical insurance also plays an important role in
increasing awareness and hence, it is imperative that we
analyse the behaviour patterns of the consumer when they
have an ailment and look out for remedies.

Conclusion

The present study reveals that use of OTC medicines
depend primarily on the nature of ailments. Capturing a
significant portion of the pharmaceutical sub-segment, OTC
medicines are synonymous to the practice of self medication.

Headache, cold and cough are the main ailments for which
people are purchasing OTC medicines.  Though patients
prefer to visit pharmacist first, self medication is also decisive
factor which influences a consumer to for OTC medicines.
Brand of the medicine is considered as one the important
features while purchasing an OTC drug. There is a need to
educate the consumer for safe and effective use of OTC
drugs. TV advertisements are playing a significant role in
creating awareness among them. Simultaneously there is
also a threat of misleading advertisements. Government of
India has also framed important law Drug & Magic Remedies
(Objectionable Advertisement) Act 1954 and Rules1955 on
pharmaceutical advertisements. Patients generally prefer
buying OTC medicine from pharmacies though they are also
available at convenience stores. In future there is a scope to
conduct study on consumer behaviour towards allopathic
and ayurvedic OTC medicines.
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Abstract: E-learning is the latest way in which the learning has started taking place these days. With the help of e-learning the
education system has moved on to the next level. Few years back e-learning was criticised to a great extent as the exposure to
this concept was very limited. But with the advent in technology e-learning has become simplified. Globalisation of education
will remain just a dream without e-learning. The connection of education with the different parts of the world can be possible
only through e-learning. It has been observed that the new generation is receptive towards the concept of e-learning. This
study emphasises on the acceptance and shift of education from Traditional classroom learning to e-learning. Changing
perception of students and industry towards education is due to convenience and flexibility which is possible through e-
learning. This paper focuses on the need and importance of e-learning, benefits of e-learning and identifying the problems in
the learning. It also aims at giving suggestions and recommendations on the basis of the said study.
Keywords: E-learning, Education System, Traditional Classroom Learning, Innovative Technologies, Learner’s Perception,
Interactive Communication Technology.

Introduction:

Education has always been a process in which there
are a set of students in a classroom and is led by the teacher.
This took place until early 2000s. The traditional classroom
learning set up was only considered as an educational setup.
Any other education apart from the said was always
questionable.  E-learning is actually not a new concept in
India. In 1980s television was used to impart education.
University Grants commission had designed and delivered
several programmes through televisions. Also distance
education programmes were introduced by the universities
in order to make the learning convenient for the learner.

Isaac Pitman, a qualified teacher, in 18402s taught
shorthand to his students through correspondence. He
used mail as a tool for this purpose. The completed
assignments were sent to Pittman through mails. He used to
assess these assignments sent by the students and again
mail it back to them. He used the same system for sending
more assignments for the students to complete. ‘Teaching
machine’ was invented by a Harvard professor B.K. Skinner
in the year 1954. Programmed instructions were given by
the schools to their students through this machine. The
world saw the first computer-based training program in the
year 1960. This program was known as PLATO-Programmed
Logic for Automated Teaching Operations. Online learning
started becoming more interactive in early 70’s. E-learning
tools and delivery methods expanded in late 20th century
due to introduction of internet and computers. In 1980s it
was seen the the computer had reached the homes.
Institutions had started delivering courses online by early
90s. In 2000s organisations started training their employees
through e-learning. Eventually the cost of distance learning
also reduced due to technological advancements.

E-learning is a learning system where formal teaching
takes place with the help of electronic resources. Major
aspect of e-learning is use of computer and internet. As the
human part is missing in e-learning it was highly criticised
and was not accepted initially. With the rapid progress in
technological developments it was eventually accepted by
the masses. Today, smartphones, tablets, etc has an
important place in the in the classroom learning. Electronic
educational materials are gradually replacing the books these
days. Not only the education sector but also the corporates
have started training their employees through e-learning.
Multinational corporations conduct the professional training
programs for its employees sitting in the board room. The
seminars are conducted for the employees all across the
globe or for the employees of different organisations from
one single place. Moving pictures or videos makes teaching
more interesting and effective as compared to traditional
classroom teaching as it helps the human brain to remember
it more easily.  E-learning holds the attention of the students
and the concepts are retained by the brain for a longer time.
Various sectors, including agriculture, medicine, education,
services, business, and government setups are adapting to
the concept of E-learning which helps in the progress of a
nation.

Objectives:

1. To analyse the need for e-learning in Indian Education
System.

2. To study the changing perception of students and
industry towards e-learning.

3. To highlight the importance of e-learning in India.

4. To identify the problems in e-learning.
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Review of Literature:

Ruth C. Clark and Richard E. Mayer (2016) in their
book title “E-Learning and the Science of Instruction” define
e-learning as instructions rendered in order to accelerate
learning through digital device. The devices used in the
learning process are mentioned as Desktop computer, laptop
computer, tablet or smartphones. While discussing the
popularity of e-learning among the workforce today the book
states that the market share for digital learning is steadily
increasing. It has clearly stated that there is a growth from
approximately 11 percent Technology driven instructions
in 2001 to around 39 percent in 2011-2013.

Elizabeth T. Welsh, Connie R. Wanberg, Kenneth G.
Brown and Marcia J. Simmering in their research title ‘E-
learning: emerging uses, empirical results and future
directions’ state that Practitioners (Berry, 2000; Coné and
Robinson, 2001; Rossett, 2002) and researchers

(Brown and Ford, 2002; Salas et al., 2002; Steele-
Johnson and Hyde, 1997) concur that the training and
development arena has reformed due to technological
advances. ‘E-Learning Revolution’ is the outcome of the
elevated use of Internet technologies which are being used
to deliver training these days. (Galagan, 2000: 25).

Research Methodology:

Both primary and secondary data are collected for the
purpose of this study. Primary data has been collected on
the basis of a structured questionnaire prepared in the light
of the objectives of study. Moreover, a pilot survey is
conducted before the finalisation of questionnaire. The data
is collected from 50 samples (20 males and 30 Females) to
make the study informative. The sample respondents are
above 18 years of age from the various colleges in western
suburbs of Mumbai. These respondents are undergoing
various programmes of University of Mumbai and are from
the diverse socio-economic backgrounds. For secondary
data, supporting and relating research material is collected
in order to present the facts in a logical order. It covers
research articles, Reference books, Journals and online data
on the subject matter.

Limitations of Study:

The sample size is relatively small. The findings of the
study may only be indicative in nature. In most cases, the
respondents were too careful in answering some questions.

Importance of E-Learning:

1) Technology has created convenience and affordability
of education through the tools of e-learning which can
facilitate education virtually from anywhere in the world.

2) There are a variety of formats which can be used in
most of the e-learning tools. These formats are  videos,
slideshows, word documents and PDFs. Live online

classes can be conducted with the  help of webinars.
Chat and messages can be made use of by the users
for communicating with professors.

3) E-learning has rapidly advanced due to the emergence
of Smartphone’s, text messaging and use of internet.
The profusion of message boards, social media and
other means of online communication allow learners to
keep in touch and discuss course related matters. It
provides massive support to learner.

4) E-learning is much faster, cheaper and potentially better
as an alternative. E-learning technologies are widely
available for course content not only to the students
but also to employees of Multinational Corporations.

E-Learning Authoring Tools:

1) PowerPoint Add–Ins: Power Point add–ins and the
tools associated with it are very easy and convenient
to use and give your work a professional appearance
that is most needed. Online learning courses can be
instantly developed due to low learning curves.
However, the format is made using Power Point.
Miniature advancements like branching and variables
are not well supported. A major constraint that limits
the use of Power Point add-ins is its unsupportive
behavior in devices other than computers or laptops
which is a major drawback that is potential enough to
work as a turn off for a number of users.

2) Installed Desktop Tools: Installing desktop eLearning
authoring tools can be a tedious task if you are enable
with a lockdown policy at work. The process can be
time consuming and hard drive space consuming as
well. Once installed, these tools can help you greatly
build quality courses. But having it all good causes
damage sometimes. A lot of features cause the formation
of a steep learning curve. It is observed that many
desktop tools are over 20 years old and many were
invented way before smartphones came into being.
This can have an overwhelming effect on users but
can also compromise the quality of work executed or
the task fulfilled.

3) Cloud–Based eLearning Software:  Cloud–Based
authoring tools are highly accessible since you do not
have to download or install them and can be used
through the browser of your choice. The concept of
Cloud–Based eLearning is quite interactive. Content
can be shared and groups can gain insights about the
new and great ways to create online learning courses.
The modern category is highly advantageous to users
because of its streamlined, graphical and browser–
based interfaces. It has eradicated all worries from
companies about using cloud–based tools because it
incorporates the feature of perceived security with itself
which is a much need revolution.
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Benefits of E-Learning:

1. Reduces the cost of education: In traditional classroom
education the students had to travel  to institution
wherein the incurred transportation cost. E-learning
has reduced the transportation cost to negligible or
nothing.

2. Corporations can save money: Use of online courses
for training abolishes the need for classroom setting
for employees, which reduces the costs involved in
creating  and maintaining an educational space. Many
a times, it even eliminates the need to hire a trainer.

3. Organisation can make more revenue for every trained
employee: Both hands-on demonstration and e-
learning imparted together generates additional
revenue for the organisation.

4. Increases productivity: Not only the revenue per
employee improves but also the productivity also
increases. Roughly every $1 put into e-learning for
employees results in $30 worth of more work.

5. Lower employee turnover ratio: The chances of
employee continuing with the same employer increase
due to e-learning benefits offered to the employees.

6. Self-paced learning: Learner need not rush or feel
stressed as he is the one to control the flow of material
which helps him in retaining the information.

7. Entertaining: Use of images, content supported by
interactions, at times even gamification makes the
learning entertaining for the learner.

8. Flexibility: One can engage in a learning at any time of
the day especially the people who are working. E-
learning is best for those who want to focus on both,
career an education.

9. Accessible to people of all ages and experiences: As
the restriction of the traditional classroom is absent e-
learning can be undertaken by all the folks irrespective
of their ages. Improvement in career, gaining a
promotion, learning a new skill set is easily possible
through e-learning.

10. Gaining edge in their field: Employees can be kept up-
to-date on the latest industry trends.This is
advantageous for the companies as it helps in retaining
their talent.

Concerns That Arise With E-Learning:

1. Isolation: Though flexibility and self-paced learning
are the biggest advantages of e-learning, the learner
may feel isolated. E-learning is a solo act. The learner is
not in the classroom environment that he may interact
with other students and and professors.

2. Health Related Concerns: Use of computers leads to

eyestrain, bad posture and other physical problems
which may affect the learner. Guidelines about correct
sitting posture, desk height, and recommendations for
regular breaks should be given to the learner.

3. No self-discipline: Flexibility and freedom in e-learning
often translates to no learning. Learners may stop fully
engaging themselves in the e-learning process. People
find it much easier to internalise new skills and
knowledge through active training sessions with other
people, than through an impersonal e-learning module.

4. No face-to-face interaction: Through the use of video
conferences, webinars, and face-to-face video chat is
on a large scale, it still isn’t the same as sitting in the
room and learning from a real person.

5. Lack of flexibility: Complex skills and competencies
cannot be taught through e-learning. It is also said
that ‘the ability to ask questions defines ones learning’.
This can happen only in the classroom set up where
students learns himself by asking questions and
seeking clarification. The same becomes difficult in e-
learning.

6. Lack of inputs from trainers: E-learning is a structured
program. It is developed as per the thinking of the
developer. The  material may become quickly outdated
with the change in technology. The subject experts
and the skilled trainers give their best when there are a
lot of questions which are been raised by the learners.
Training sessions become efficient with these
interactions which are absent in e-learning.

7. Slow evolution: A fairly long time is required in order to
make changes in the program once it is developed.
Change in business model or market conditions can
make the e-learning module obsolete.

8. Good e-learning is difficult: Developing a really
effective e-learning course takes time, money, and a
great amount of expertise. A good e-Learning course
involves multimedia, custom web development,
technical support, and strong User Interaction design.
Many of the first e-learning courses were clunky and
unwieldy, and the technical and design problems
negatively impacted the learning process.

Government Initiatives:

E – learning is the much needed and propelled sphere
recognised by Ministry of Electronics and Information
Technology (MeitY) and is assisted and enabled by
Information Communication technologies (ICT). It combines
communication media with varied education tools and help
in the process of conveying information and delivering
knowledge. R&D projects have been constantly receiving
financial support from the Ministry in matters concerning e
–learning tools and courses. MeitY has identified the
process of e–learning which has started it off with the
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initiation of the 12th Plan of R&D projects. The major point
of focus is to bring about evolution in this field by using
tools and technologies and creating new and more effective
solutions to it in the years to come.

E-Learning R&D projects initiated during XIIth Plan
period:

1. Design and Development of Context Aware Mobile
assisted Augmented Reality Framework for Learning
Environment. (20/09/2012 to 19/05/2015)

2. Development of Personalised and Performance based
E-Learning tool for existing E-resources. (19/02/2013
to Ongoing)

3. MedSim – eLearning platform for Medical Simulation.
(07/03/2013 to 06/09/2015)

4. Online Assessment and Evaluation System (OAES) for
National Level Certification Examinations. (11/03/2013
to Ongoing)

5. Online Labs (OLabs) for school experiments - Phase 2
(28/03/2013 to 28/03/2013)

6. Setting up ICT E-Learning Centres in 204 schools in
Srikakulam district of Andhra Pradesh (26/06/2014 to
Ongoing)

7. Deployment and management of Brihaspati-3 services
over NKN for Indian Academia (28/02/2014 to Ongoing)

8. Enhancing the outreach of Electronics System Design
and training through

e-SA - 58%     A - 42 %     NAND - 0%     DA - 0%    SD - 0%

SA - 40%     A - 48 % NAND - 12% DA - 0% SD - 0%

SA - 50% A - 40 % NAND - 10% DA - 0% SD - 0%

SA - 24% A - 42 % NAND - 46% DA - 4% SD - 4%

 Learning(07/04/2014 to Ongoing)

9. ICT based Framework to enhance the teaching and
learning experience in large Classroom(17/06/2014 to
Ongoing)

10. Rollout of OLabs (30/06/2015 to Ongoing)

Data Analysis:

The responses are gauged on a scale of 1 to 5 where

1= Strongly Agree (SA), 2 = Agree (A), 3 = Neither
Agree Nor Disagree (NAND), 4 = Disagree (DA), 5 = Strongly
Disagree (SD).

1) Learning through digital devices is termed as E-
Learning.

2) Current generation agrees with the concept of E-Learning.

3) E-learning is suitable for Indian education system.

4) E-learning has helped in globalising education..

5) E-learning is possible only with the help of technology.

6) Variety of formats like videos, slideshows, PDF’s are
used in e-learning.

7) E-learning has rapidly advanced due to the emergence
of Smartphone’s, text messaging and use of internet.

8) E-learning reduces the cost of education.

9) Organisations these days train their employees through
e-learning.

SA - 16% A - 26% NAND - 36% DA - 20% SD -2 %

 SA - 54% A - 38% NAND - 6% DA - 2% SD - 0%

 SA -10 % A - 22% NAND - 26% DA - 38% SD - 4%

 SA - 54% A - 36% NAND - 8% DA - 2% SD - 0%

 SA - 44% A -54 % NAND - 2% DA - 0% SD - 0%

 SA - 14% A - 34% NAND - 32% DA - 16% SD - 4%

 SA -56 % A -40 % NAND - 2% DA -2 % SD - 0%

 SA - 20% A -48 % NAND -26 % DA - 6% SD - 0%

 SA - 28% A -58 % NAND - 10% DA - 0% SD - 4%

 SA - 6% A -18 % NAND - 56% DA - 20% SD - 0%

10) E-learning focuses on self-paced learning.

11) There is no age criteria for e-learning.

12)  E-learning is a solo act and leads to isolation.

13) Complex skills and competencies cannot be taught
through e-learning.

14) Working professionals can enhance their qualification
and skills through e-learning.

SA - 22% A - 54% NAND - 10% DA - 14% SD - 0%

15) Government policies in India support e-learning.

Suggestion And Recommendations:

1. Steps should be taken to educate people and create
awareness about E-learning opportunities.

2. Students should be exposed to the practicalities of the
industries to get the feel of the industry in order to
connect with it.
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3. Proper knowledge should be imparted to the students
about the different e-learning projects initiated by the
government.

4. Change the mindset of the people towards e-learning
programmes to make it more acceptable and bring it at
par with the traditional classroom courses with
chalkboard method.

Conclusion:

The world is swaying to the tunes of technology these
days. No country can afford to neglect the advancements
on technology. Industries have always been coping with
the technological change. Education sector cannot be
excluded from technological advances. Globalisation in the
field of education had changed the perspective of the people
these days. Foreign collaborations in the field of education
has also enhanced the competition in this arena. This has
significantly changed the entire world. Formal education
through e-learning would definitely help the students to
advance in their lives.There are lakhs of people in India as
well as in the whole world who would opt for e-learning.
The students always come from different backgrounds and
also from varied age groups. Also, there are a lot of people
who are working and also wanting to continue their
education. This will help them to study further and enhance
their opportunities.

E-learning concept is known to the people. They lag
in having detailed information about e-learning. There is
still no clarity about  whether e-learning would be suitable
to a country like India. There are certain benefits like low
cost of education, self-paced learning, flexibility, no age bar.
As the masses in India are not technologically very sound
e-learning has challenges like health related concerns,
isolation, no face to face interaction, slow evolution. As the
traditional classroom routine is absent at times students
become lethargic.

Ministry of Electronics and Information Technology
has initiated E-Learning R&D projects during XIIth Plan
period. Most of these projects are still ongoing. Also, many
of these projects have been stretched beyond the deadline.
Timely completion of theses projects needs to be adhered
to. The spread of information and awareness needs to be
done about these projects so that the concept reaches the
masses. Information of the different programmes through e-
learning should be made available to the students. This will
help the students to plan their career and set their career
opportunities. People agree that the education today has
become technology based. They are not too sure whether
e-learning would be suitable to the Indian education system.
Also, they have very little knowledge about the cost of
programmes under e-learning. The way in which e-learning
functions and the different skill sets covered comes in the
form of a question mark to them. Majority of respondents
are not aware whether the government policies support

e-learning. Definitely, e-learning has a great role to play in
Indian education system. E-learning when implemented
smoothly would give a brighter future to India.
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Abstract : Third-party logistics (3PL) is a business which is dynamically growing importance all over the world. However, it
is at a very nascent stage in India, though some domestic and multinational companies are trying to establish themselves in this
sector and they are achieving their heights. This paper is an attempt to provide a process of 3PL in E-Commerce Industry with
keeping Electronics Goods as a base. The paper focuses on three major issues – present extent of usage of third-party logistics
services in the E-commerce industry, reasons for reaching products/orders late than delivery date and impact of usage of third-
party logistics services on business/ brands of E-commerce. The paper reveals that most customers are not satisfied with the
current level of services provided by E-commerce service providers as it has led to a negative impact on business. The result
is that the usage of third-party logistics services will decrease substantially (40 percent) in the near future, or they need to
upgrade themselves to new technology and satisfy the customers.

Keywords: Supply Chain Management, Third Party Logistics, E-commerce, Electronics Goods.

Introduction

Evolution of 3PL:

• In the 1980’s when businesses began to look for new
ways, there was growth in 3 PL companies therein which
they could outsource logistics functions and
concentrate on their core business.

• FedEx is the company which has brought 3PL revolution
for the first time.

• The company’s overnight delivery service changed the
way in which B2B andB2C transactions operated.

• As the number of companies offering the service
increased, it led to intense competition between them.

Introduction to 3PL:

• Third-party logistics (3PL) companies are a becoming
an important part of today’s Supply chain.

• These companies offer services that can allow
businesses to outsource part of all of their supply chain
management function.

• Many 3PL companies offer a wide range of services
including; inbound freight, freight consolidation,
warehousing, distribution, order fulfillment and
outbound freight.

• In developed countries like US and Japan, use of 3PL
services account for over 50% of the total logistics
cost

Definition:

     Third Party Logistics firm may be defined as an
external supplier that performs all or part of a company’s
logistics functions.

True 3PL:

• Characteristics of 3PL are integrated/ managed together
and they provide solutions to the logistics/ supply
chain problems.

• Recently, there has been significant increase in the
number of firms offering the service and this trend is
expected to continue. While many of the firms are small,
niche players, the industry has large firms as well.

• E.g. Fed Ex, UPS Worldwide logistics, Excel, Caterpillar
Logistics services, etc.

Types of 3PL Providers:

Transportation-Based:

o Transportation, which is a major activity in a supply
chain of a firm, is taken care of by these providers.

o Leveraged 3PLs use the assets of other firms for the
work to be done and Non- leveraged 3PLs use the assets
which belong solely to the parent firm.

o Ryder, Schneider Logistics, FedEx Logistics, and UPS
Logistics are examples of 3PLs.

Warehouse/Distribution-Based:

o These types of providers take care of all the ware house
and distribution activities of the firm.
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o This type of transition is more complex when compared
to transportation based transition.

o DSC Logistics, USCO, Caterpillar Logistics, are
examples of warehouse/distribution-based 3PLs.

Forwarder-Based:

o Independent middlemen extend forwarder roles.

o A broad range of logistics services are provided by
non-asset owners.

o AEI, Kuehne & Nagle, Fritz, Circle, C. H. Robinson,
and the Hub Group are examples of forwarder-based
3PLs.

Financial-Based:

o Provide booking, managing inventory, auditing, cost
accounting and control, and tools for monitoring,
tracking, and freight payment.

o Cass Information Systems, CTC, GE Information
Services, and FleetBoston are examples of financial-
based 3PLs.

Information-Based:

o Significant growth and development in this alternative
category of Internet-based, business-to-business,
electronic markets for transportation and logistics
services.

o Transplace and Nistevo are examples of information-
based 3PLs.

3PL Market in India:

     As companies are concentrating on managing
supply chain demand for 3PL’s has increased rapidly.
Increased awareness about efficient logistics practices led
to the growth of 3PL industry. Because of the infrastructural
development such as ports, highways, bridges as well as
increasing connectivity and rising significance of logistic
services in the country, 3PL has vast opportunities in India.
Segment-wise market potential of the 3PL services facilitates
the better analysis of the penetration level of latest logistic
services across different industries in India. Analysts says
that, automobile and IT hardware industry to be the largest
end-user industry for 3PL services, multinationals being the
dominant users. FMCG and retail sectors are among the
other sectors which contribute to the 3PL market and have
significant potency to grow in future.

Future of 3PL in India

 The 3PL in India is still in a growing stage because
multinational companies are the main user of these services.
However, local companies in the industry have also begun
to follow the same steps of their MNC counterparts and

starting with contracting out their basic logistic functions.
The domestic companies might increase their 3PL usage in
the basic logistic functions and irregularly testing with the
value-added services but the small and medium companies
could now begin to use 3PL services for their basic logistic
functions. The multinational companies that are using 3PL
in basic logistic functions might adapt to outsourcing value-
added services such as inbound logistics, customer support,
and reverse logistics. However, taking into account that the
most important logistics functions for Indian companies still
are transportation and warehousing, which are likely to be
outsourced to 3PL in increasing share, a high level of growth
is estimated for the Indian 3PL market in the next 5-7 years.

Vendor Relationship Management

VRM is a category of business activity made possible
by software tools that provide customers with both
independence from vendors and better means for engaging
with vendors. These same tools can also apply to individuals’
relations with other institutions and organizations VRM
tools provide customers with the means to bear their share
of the relationship burden with vendors and other
organizations. They relieve CRM of the perceived need to
“target,” “capture,” “acquire,” “lock-in, “ direct,” “own,”
“manage,” and otherwise take the lead of relationships with
customers. With VRM operating on the customer’s side,
Customers are also involved as participants.

Review of Literature

     Logistics is, therefore, emerging as a key frontier of
competition in the future. Good logistics performance
requires a trade-off between the need to reduce overall
supply chain inventory and lead times, while simultaneously
capturing economies of scale and improving customer
service for enhanced business performance.

• Campbell DJ.,(1998)

• Length of experience with third-party logistics firms

• Level of commitment to the usage of third-party
logistics services

• Percentage of the total logistics budget allocated to
third-party logistics service providers

• Specific logistics services outsourced (warehouse
management, shipment consolidation, fleet
management, order fulfilment, product returns, carrier
selection, logistics information systems, rate
negotiation, product assembly, order processing,
inventory replenishment, order picking, inbound
transportation, outbound transportation, labelling and
packaging, distribution, custom clearance and
forwarding, import-export management, customer
service/support).
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•  Watson and Pitt (1989), Sheffi (1990), et.al have
suggested the following reasons for the growth of logistics
outsourcing in America: need to focus on core activities,
better transportation solutions (e.g., consolidation), cost
savings, customized services, reducing inventory,
penetrating markets, becoming more active in international
shipping, gaining the use of sophisticated technology, need
for more professional and better-equipped logistics services.

•  Palmer, Kimberly, More (2011) have observed that the
future usage of third-party logistics services is a function
of the current level of satisfaction of the firm with the
logistics services provider. The authors have also explored
the changes in the level and the nature of outsourcing of
logistics services by the user firms. The above studies
indicate the high levels of satisfaction with third-party
logistics services providers, which will translate into
increased outsourcing in the near future. Typically, firms
start with the outsourcing of few logistics services, moving
over to activities which have maximum impact on logistics
performance and then increase the scope of usage of
logistics services with perceived and quantifiable impact
on overall business performance.

•   David Whiteley (2001) mention in his book named “E-
commerce strategy, technology and applications” that
Electronics commerce is a general concept covering any
form of business transaction or information exchange
executed using information and communication technologies
(ICTs). E-commerce takes place between companies, between
companies and their customers, or between companies and
public administrations. E-commerce includes electronic
trading of goods, services and electronic material (Esprit,
1997)

•  Categories of E-commerce referred from the book “E-
commerce Strategy, Technology and implementation” by
Gary P. Schneider (2009) are as follows:

1. B2C (Business-to-Consumer)

2. B2B (Business-to-Business)

3. C2C (Consumer-to-Consumer)

4. B2G (Business-to-Government)

Consumer shopping on the web, often considered as
Business-to-Consumer (B2C), This paper also focuses on
these categories.

•  As rightly mentioned in the article named “3PL - The
Backbone of Online Shopping” that the evolution of e-
commerce and shopping for just about anything being only
a click away makes it important to have a smooth supply
chain management system. With continuous product lines
and delivery times that are faster than ever, online simply
retailers have become the one-stop shops for many. In order

to make sure timely deliveries e-commerce stores need to
tackle problems of inventory, packaging, warehousing,
shipping, and tracking.

Logistics is a part of online shopping where
complications can arise and this is why online retailers
require third-party logistic providers also called 3PL.
Outsourcing logistical necessities to a service provider that
focuses on different areas such as handling inventory and
distributing products.

Small and medium scale online clothing retailers are
making the most of this capability. The clothing e-commerce
market is overflowing with new companies every day, and
hence the issue of distributing products in the shortest span
of time arises. If an e-commerce portal is unable to
accomplish the order in 48 hours, then consumer quickly
move to another website or like to buy it from a physical
store. Many e-tailers are also offering the speedy process
of delivery by giving the choice of receiving products
ordered on the same day. Such competitive environments
call for partnering with specialized services of 3PL.

•   Logistics: The key to E success this articles reveals the
fact that how 3 PL leads E-commerce business towards
success in China. The rapid growth of E-commerce and the
subsequent logistics challenges means both e-commerce
companies and logistics providers have an opportunity to
move quickly to address their problem. The solutions are
unlikely to come from e-commerce in-house logistics, for
market growth will soon make this unsustainable. The real
solutions are more likely to be found in strategic partnerships
between e-commerce firms and third-party logistics
providers.

Objectives Of Study

1. To study consumers concern before buying the
electronics goods online.( Question No. 11 & 12)

2. To study consumers behavior with respect to goods
delivery by 3PL.(Correlation test Question No. 14 First
& Last Sub Question)

3. To study consumers behavior for electronics goods
delivery during festive/sale/offer period.
(Correlation test Question No. 14 Second & Question

            No.15)

Conduct Regression test between Objective 1 &
2(Delivery Date, Reading Reviews & Sharing Reviews
if late delivered)

Hypothesis Of Study

H01:  Consumers have no concern before buying the
electronics goods online.

H11: Consumers have concern before buying the electronics
goods online.
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H02: There is no effect on consumer behaviour with respect
to goods delivery by 3PL.

H22: There is an effect on consumer behaviour with respect
to goods delivery by 3PL.

H03: Consumers behaviour have not affected by electronics
goods delivery during festive/sale/offer period

H33: Consumers behaviour gets affected by electronics
goods delivery during festive/sale/offer period.

Research Approach (Exploratory Research)

Data Collection Method (Primary Survey)

We have found out the attributes of factor influencing
Online Shopping of Electronics Goods.

Then prepared 26 open-ended & close-ended
questionnaires and did a trial survey of sample size 30. With
the modified questionnaire, we have done an online survey
by forwarding link to the respective consumer and getting
responses from 100 consumers.

Close-ended questionnaire

These questions were used to know what are the
different attributes which consumer looks while selecting
the Brand for Online Shopping.

Measurement Technique

To record the data the following measurement
techniques would be used:

Multiple Choice Questions

Five, as well as seven options were given to the
respondent.

Likert Scale

The Likert scale would be used to find out agreement
and disagreement of the respondents perceives the
attributes of selecting the brand and also the effect if the
brand is changed.

Willingness of Respondents

Personal questions like Name, Age, Gender,
Occupation, Income (Annually) has been asked at the first
of the questionnaire

Sampling Plan

The sample for survey would be taken on the following
basis.

Sample Frame: Name, Age, Gender, Occupation, Income
(Annually)

Sample Unit: Students, Working professionals, and
Businessman.

Statistical Tool: IBM SPSS Statistics

Time Frame: 10-15 Days.

Sampling Method: Simple random sampling (SRS)

Sample Size: 100 respondents

Research Methodology

Research methodology is a way to systematically
solve the research problem. It may be understood as science
of studying how research is done

Research Design:

These research studies are concerned with describing
the characteristics of a particular individual or of a group.
This study is concerned with specific assumptions, with
narration of facts and characteristics concerning individual,
group or situation are examples of descriptive study.

Statistical Hypothesis Methods Used:

1.   Sample Independent T-test

•  The Independent Samples t-Test compares the means of
two independent groups in order to determine whether there
is statistical evidence that the associated population means
are significantly different. The Independent Samples t-Test
is a parametric test.

•  The variables used in this test are known as:

Dependent variable, or test variable

Independent variable or grouping variable

The Independent Samples t-Test is commonly used to test
the following:

• Statistical differences between the means of two groups

• Statistical differences between the means of two
interventions

• Statistical differences between the means of two change
scores

2.      ANOVA Test of Hypothesis

ANOVA is widely used by researchers to investigate
the underlying relationship between a dependent variable
and various independent variables.

It is used when there are multiple samples. It is a
statistical tool which is used to analyses the variations
among the data and calculate the inequality among the
population mean.

It helps to examine ‘n’ number of factors influencing
the dependent variables.
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3.   Correlation (Linear)

Correlation analysis is a quantitative research method
which is used when the study involves modeling and
analyzing several variables, where the relationship includes
a dependent variable and one or more independent variables.

The basic form of correlation models includes
unknown parameters (β), independent variables (X), and
the dependent variable (Y).

Correlation model, basically, specifies the relation of
dependent variable (Y) to a function combination of
independent variables (X) and unknown parameters (β)

                            Y H” f (X, β) 

Three major uses for regression analysis are

(1) causal analysis, (2) forecasting an effect, and (3) trend
forecasting.

Statistical Analysis

Sample Independent T-test for Gender

Test Variable: Overall Satisfaction

Grouping Variable: 1= Male & 2= Female

Here significant value is 0.101 and 0.100 which is greater
than 0.05 therefore Accept Null Hypothesis, that means
overall satisfaction is independent on gender.

(Ho: µ1=µ2 i.e. Overall Satisfaction is almost same on gender.)

ONEWAY ANOVA Switch Site by Gender
a Dependent Variable: Delivery Date & Reading Reviews
b Grouping Factor: Gender

Oneway
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Limitations of Study

• Research was conducted within a constrained sample
of respondents.

• Respondents were largely from large cities which
biased the results towards the consumer behavior of
the rural areas.

• Unequal distribution of both the genders.

• The chances of respondents filling the questionnaire
hastily are high.

Conclusion

Online shopping is becoming more popular day by
day with the increase in the usage of World Wide Web
known as www. Understanding customer’s need for online
selling has become challenge for marketers.

Specially understanding the consumer’s attitudes
towards online shopping, making improvement in the factors
that influence consumers to shop online and working on
factors that affect consumers to shop online will help E-
commerce organisations to gain the competitive edge over
others.

In conclusion, having access to online shopping has
truly revolutionized and influenced our society as a whole.
This use of technology has opened new doors and
opportunities that enable for a more convenient lifestyle
today. Variety, quick service and reduced prices were three
significant ways in which online shopping influenced people
from all over the world.

If huge discounts are arranged by E-commerce site
then the consumers buy more goods which lead to late
delivery even after the festive offers are over. This affects
on the customer buying behaviour from a particular site and
the brand is switch by them.

While planning for festive carnival along with
inventory management e-commerce organization should also
focus on involvement of 3PL for planning following factors:

• Human resource management(Delivery boys and
supervisors)

• Vehicle capacity management

• Tracking and Tracing the parcel

E-commerce & their respective 3 PL should work
collaboratively by analysing the issues from consumer side.

Though the logistic part is handled by 3PL but e-
commerce should believe in vendor relationship
management to attain the win-win situation.
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 Abstract : Corporate social responsibility is a notion where organizations take the responsibility of their activities for the
society which includes their customers, employees, shareholders, social groups and environment at large. This commitment of
the organizations towards its society is taken to improve their quality of life and make it better. CSR is an accepted and a
persistent part of any organization. Employees are actively involved in the activities which not only serves the society but
also give them a feeling of belongingness towards their workplace. This paper would examine the perception of employees
towards the activities performed by their organization. It would also help the organizations know on what kind of leadership
is required and how they can inculcate this sensitivity of giving in their employees through the culture of the organizations.
Keywords: Organization culture, Employee Perception, CSR

Introduction

Corporate social responsibility (CSR) has gained more
interest in the past decade, however CSR is not a static
concept—it is a moving and an evolving goal. According to
Kennedy, there is no concrete definition of CSR; however, it
is not a replacement for the governmental role and
responsibility in meeting challenges of sustainable
development. Social Responsibility of business refers to
what a business does over and above the statutory
requirement for the benefit of the society. The word
“responsibility” emphasizes that the business has some
ethical obligations towards the society. The concept of
Corporate Social Responsibility (CSR) has wider scope.

According to World Business Council for Sustainable
Development (WBCSD), 1999 “Corporate Social
Responsibility is the continuing commitment by business
to behave ethically and contribute to economic development
while improving the quality of life of the work force and
their families as well as of the local community and society
at large.”

Corporate Social Responsibility is a notion whereby
financial institutions not only consider their profitability
and growth but also the interests of society and the
environment by taking responsibility for the impact of their
activities on stakeholders, employees, shareholders,
customers, suppliers and civil society represented by NGOs.
Besides the private sector, the Government is also ensuring
that the public sector companies participate actively in CSR

initiatives. The Ministry of Corporate Affairs (MCA) under
Section 135 and Schedule VII of the Companies Act, 2013,
has notified that organizations with at least 5 crore net profit
or Rs 1000 crore turnover or Rs 500 crore net worth will have
to spend 2% of their 3 years annual net profit on conducting
CSR activities. Nowadays management concerns managing
financial and nonfinancial results with awareness of risk
and maintenance of transparency. Accordingly, Corporate
Social Responsibility (CSR) has had meet significance of
corporate budgetary execution.

The concept of Corporate Social Responsibility is not
a new but its focal point changes with the changing
requirements of business and altering social needs. CSR
activity is getting in more demand in today’s dynamic world.
CSR helps to built and develop good relations within
employees and all other stakeholders of the organization.

The CSR in Indian Banking Sector is meant to address
the financial inclusion, provide financial services to the
unbanked or unexploited areas of the country, the socio-
economic development of the country by focusing on the
activities like poverty eradication, health and medical care,
rural area development, self employment training and
financial literacy trainings, infrastructure development,
education, environmental protection and many more.

This research paper tries to focus on the CSR activities
which are performed by the bank and its implications on
culture of the organization thus affecting employees. An
intensive review of literature is carried out which have
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shown strong relation between CSR activities and employee
behaviour at work. Thus through this paper we would extend
the research to find out the perception of employees about
the CSR activities carried by their bank and also if it has any
impact on the culture of the organization.

Literature Review

The study of CSR in Banking industry has been a
sensitive issue in terms of understanding the role of banks
in developing relationship with its stake holders.
Stakeholders are directly involved in day to day business
activities in Banking processes. The internal stakeholders
such as employees have always been an important
component to understand the overall contribution of banks
into community development. Hence this study is carried
out to focus on those aspects of Banking CSR practices
and work culture.

David Saul (2012) analysed that CSR needs to be embedded
at the heart of a company’s ethos, rather than viewed as a
mere add-on. Instead, it should clearly state the way the
company operates across its internal and external customers
and should truly be empowered to get involved in relevant
initiatives. This might involve giving time to staff apart from
their daily routine, on top of their usual holiday allowances,
so that they can support a chosen charity or good cause.
Ensuring a good and comprehensive CSR policy followed
by a business can not only enable companies to percolate
or filter itself from other business firms and make a genuine
difference to society, but also deliver a tangible benefit to
the firm.

Li Sun examined that employees in socially responsible
companies are excellent in productive performance
compared to their peers than in less socially responsible
companies. It is also revealed that socially responsible
companies have or incur higher labour cost.

As Bob Stiller, founder of Green Mountain Coffee Roasters
learned that people are motivated and more willing to go the
extra mile to make the company successful when there’s a
higher good cause associated with it. It’s no longer just a
job. Work becomes meaningful and this makes company
more competitive.

Olivia Vande Griek (2017) published that employees think
if their employer is “doing the right thing,” it seems they are
more likely to “do the right thing” themselves. When
organizations implement best practices in CSR, employees
are more likely to engage in cooperative behaviours towards
their co-workers and the organization, like going out of their
way to help their teammate. Similarly, CSR promotes higher-
quality and closer relationships between employees.

Glavas Ante (2009) examined that employees who perceive
higher levels of CSR will report higher levels of engagement,
high-quality connections and creative involvement.  He

noticed that social responsibility can be more important
than financial success in determining how much employees
identify with their workplace. Feeling positively about their
organization’s CSR initiative has been shown to increase
employee’s retention with their current employer, and their
overall commitment to the organization. This mostly leads
to positive attitudes, including how much employees like
their organization, make personal sacrifices for the
organization, and see their own future and success tied to
the organization’s success.

 Rosso et al. (2010) proposed CSR as a pathway through
which employees can find meaning because they feel that
they are contributing to the good cause. Moreover, Grant
et al. (2008) found that the contribution to the good cause
makes an employee feel good about themselves, thus
improving their own self-concept resulting in greater
organizational identification. According to Grant it shows
ones real self or authencity is an antecedent to engagement

CSR is also relevant for a study on engaging the whole
self because it is tied to one’s self-concept—as Korschun
et al. (2014) explain, CSR “reflects a core belief rather than
an attitude about a particular social issue.

As it can be noticed from the exhaustive review
undertaken, a lot of work is done on employee contribution
& CSR and how can CSR activity result in increasing the
profitability of the organization but every conclusion ends
to an argument & question like would there be a positive
impact of CSR activities on employee work & employee
performance? Or will the culture of the organization change
the perception of employees about CSR activities. This
research will help to explore the beneficial impact of CSR
activities on employee performance. It will provide a clear
picture of how future CSR activities to be streamlined to
achieve better productivity and positive motivation among
employees.

Research Methodology

Objectives of the study

1. To study the perception of employees towards the CSR
activities performed by the bank.

2. To study the impact of CSR activities on the culture of
the organisation.

Hypotheses

H00: Employees perceive a positive image about CSR
activities performed by a bank

H01: Employees do not perceive a positive image about
CSR activities performed by a bank

H02: CSR activities form a strong part of organisation culture

H22: CSR activities do not form a strong part of organisation
culture
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Data Collection: Primary Research

Sampling Plan: The sample for survey would be taken on
the following basis.

Sample Frame: Name, Age, Organization Name (Bank)

Sample Unit: Bankers

Statistical Tool: IBM SPSS Statistics

Sampling Method: Simple Random Sampling (SRS)

Sample Size: 52 respondents

Data Analysis & Interpretation

Statistical Hypothesis Methods Used:

Sample Independent T test

• The Independent Samples t Test compares the means
of two independent groups in order to determine
whether there is statistical evidence that the associated
population means are significantly different. The
Independent Samples t Test is a parametric test.

The Independent Samples t Test is commonly used to test
the following:

• Statistical differences between the means of two groups

• Statistical differences between the means of two
interventions

• Statistical differences between the means of two change
scores

Data
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Interpretation

Here significant value is 0.214 and 0.198 which is greater
than 0.05 therefore the Null Hypothesis is accepted, which
means overall satisfaction is independent on gender.

(Ho: µ1=µ2 i.e. Overall Satisfaction is almost same on gender.)

ANOVA Test of Hypothesis

ANOVA is widely used by researchers to investigate
the underlying relationship between a dependent variable
and various independent variables.

It is used when there are multiple sample. It is statistical
tool which is used to analyses the variations among the
data and calculate the inequality among the population mean.

It helps to examine ‘n’ number of factors influencing
the dependent variables.

Data

Here significant value is 0.214 which is greater than
0.05 therefore there is an acceptance of Null Hypothesis

That means Perception towards CSR activities
performed by Banks is independent on Gender, and mostly
the employees are satisfied with the CSR.

Therefore, Objective 1 is satisfied.

(Ho: µ1=µ2 i.e. CSR activities performed by Banks is mostly
same on Gender)
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Data

Interpretation

Here significant value is 0.911 which is much greater
than 0.05 therefore the Null Hypothesis is accepted which
means CSR has a Positive Impact on culture of organization,
and mostly the employees of the bank are actively involved
in the activities.

(Ho: µ1=µ2 i.e. CSR activities carried out by Bank is mostly
same on Culture of Organization by Gender)

Findings of the study

• It is found that more than 70% of bank employees feel
that their organizations are more sensitized on social
commitments and try to create a friendly environment
by indulging themselves in CSR activities.

• It also seems that more than 50% of bank employees
feel that CSR are more of responsibility role. They feel
belongingness as well as caring approach towards
society than a burden.

• 67% of employees feel that culture helps in promoting
social awareness in the organization

• More than 50% of bank employees feel that CSR
activities are part and parcel of their work routine than
a disturbance.

• It is also found that more than 44% of bank employees
feel that it is complicated to implement radical
innovations formed by the senior authorities of banking
industry.

• More than 50% of bank employees feel satisfied by
their CSR activities performed by their bank.

Recommendations

• CSR activities have become an integral part of
organizations today and boost the employees; hence
organizations can encourage more employee
participation and engagement through these activities.

• Bank should have good working environment with
good work culture which inculcates the feeling of
giving and will also motivate other employees to
participate in CSR activities. It is also seen that if the
employer work’s for a good cause then the employees
get influenced by their employers.

• Bank should have systematic approach while
scheduling CSR activities, so that employees will enjoy
their work routine along with CSR activities.

• Leadership plays an important role in forming the
culture of the workplace hence the top management
should be in constant contact with the employees so
that the root cause may be solved while implementing
the CSR activity.
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Abstract : Due to growth of internet E-commerce has becomes a new mean for business organizations to sell the products
online. Many people like to purchase various products online because of the ease in shopping. The Indian Apparel industry
is one of the largest in the world with a huge raw material and manufacturing base. The industry is a major contributor to the
economy in terms of its domestic share and exports. Online shopping of apparel has been widely accepted as a way of
purchasing products. It has become a more popular means in the Internet world. Fashion-loving consumers today spend their
time in searching product online. The study emphasizes on consumer behavior and their impact on purchase intentions toward
fashion apparel in reference to brand image and discounts. Sellers today have to face challenges to attract worldwide potential
shoppers to Websites and increase their confidence towards online shopping. This study is relevant today as people are
shifting from offline shopping to online shopping. This study will help to understand the criteria people use for shopping
apparel online.
Keywords:  Apparel Industry, online Shopping, Fashion products,  Challenges.

Introduction

Online apparel is a form of electronic commerce. There
is a noticeable growth in online shopping.  Due to
advancement in technology and changing lifestyle of urban
population there is also a change in the buying pattern.
People have started buying online rather than going to a
physical store. This change is due to changes taking place
in present generation. Today’s  generation is well equipped
with latest technology like laptops and smartphones .With
the kind of lifestyle they have adopted today, they don’t
find enough time for going to shopping in physical store so
they find it  convenient to  buy online. As in online shopping
by sitting at one place the customer can hunt for all the
options available in the market and can also do a comparative
study  of different brands  in terms of features, price and
design options.

Fashion has reached every area of modern consumers
all over the globe. Marketers are using recent trends in
fashion to develop new sales strategies, consisting of the
promotion, advertising, and retailing features of the fashion
industry. Fashion marketers analyses recent trends in the
fashion industry and study the reason behind the popularity
of the trends. Fashion Marketing integrates designing,
promotion as well as administration and vast knowledge of
the fashion world. Successful marketers understand that
identifying consumer wants, needs, preferences are all
essentials for building a successful and momentous
marketing campaign. Fashion retail industry has transformed
rapidly due to growth in the organized retail sector, and
increase in fashion awareness among consumers in India.
Apparel sector in India has shifted from offline to online

which was never thought before. Rising urbanization has
given rise to fashionable consumers having attitude of
spending huge amount of money to look stylish.

Trends in online fashion apparel

1. Personalization

The retailers are taking advantage of advancements in
technology for a more targeted and personalized
shopping experience. Customers now have longer
digital footprints, including shopping histories, social
media profiles and interests. Retailers are also offering
monogrammed apparels to meet the consumer’s
individual customer style preferences.

2. Athleisure

Another growing, changing trend is the overall
casualization of fashion, which has most expressed
itself as athleisure. It is a trend in fashion at workplace,
schools and colleges. Many brands have launched
active wear and athleisure lines. That updated idea of
collaboration may also be a way to bring back some
maturing customers who are aging out of the trend.

3. Subscription services

So many customers today are wearing relaxed clothing,
so it is not surprising that more and more of them are
choosing to shop at home. In addition to the desire for
more personalized services and number of tailored
subscription services has begun to rise.
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4. The phone as store

People today are choosing their mobile devices over
their desktops for all Internet-based activities, including
shopping. As the smartphone becomes the dominant
platform, retailers are relying on social media. Mobile
is becoming a key to brands that want to enhance their
user-generated content, especially through platforms
such as Instagram and Snapchat. Smartphones have
become the bridge between physical and digital
channels.

Objectives

1. To understand the emerging trends in fashion apparel

2. To study the motivations for consumers to purchase
the products online.

3. To study the frequently of people surfing internet for
online shopping

Hypothesis

H0 There is no positive motivation among the
consumers to purchase apparel online

H1 There is positive motivation among the consumers
to purchase apparel online

Research Methodology

Data is collected from:

Primary source:  Sample size was of 100 people, and
non-probability convenience sampling method of data
collection was used with the help of open and close
ended questionnaire.

Secondary Source: Books and websites

Analysis of Data:-

You prefer online shopping or offline shopping

Your experience about going online for shopping of
apparel

Your  frequency of  going online for shopping of apparel

Do you feel motivated to  buy online apparel?

Factors motivating you to purchase online apparel

Findings

The primary data have been collected from 100
respondents from the Mumbai suburban for which both
open and closed ended questionnaire. The data has been
collected from respondents between the age of 18 and 45
years with open and closed ended questionnaire. Analysis
shows the following:-

Majority of respondents  shopping apparel online were
from the age group 20-30 years

Myntra.com is the most popular online shopping
website followed by limeroad.com
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Ethnic wear and western wear are 2 categories under
which majority of the people shop online

57% of the respondents like online shopping and 43%
of the respondents like offline shopping

With regards to experience about going online for
shopping of apparel 54% people have  good experience,
38% respondents have average experience and 8%
people have bad experience about online for shopping
of apparel.

With regards to frequency of  going online for shopping
of apparel, 28% of the respondent shop less than once
in 3 months, 22% of the respondents shop once in 3
months, 32% of the respondents shop twice in 3months
& 18% of the respondents shop more than twice in 3
months.

With regards to motivation to buy online apparel, 81%
of the respondents feel motivated to buy online apparel
& 19% of the respondents don’t feel motivated to buy
online apparels.

With regards to the factors motivating to purchase
online, 45% of the respondents are motivated due to
convenience in shopping, 32% are motivated due to
economical method of shopping and 23% are motivated
due to availability of variety in online apparel.

H1 There is positive motivation among the consumers
to purchase apparel online is proved as convenience;
economical price and availability of variety are the
motivating factors for the respondents shop online
apparel.

Conclusion

Based on the finding it has been concluded that online
shopping of the apparels is more popular among the younger
generation.   Sellers of online apparels need to design proper
strategies to attract all the age groups as the sales at present
are concentrated more towards a specific age group. In case
of online apparel shopping problems are arising in case of
quality of apparels not matching with the expectations of
some people. So the marketers need to conduct proper
research and to fill the gap between expectations of
consumers and actual to match the quality of products with
their expectation
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Abstract:  Today’s generation is techno-savvy. Using the technology will benefit not only the students, teachers, staff but the
management as well in terms of time, money and energy saving in a long run. It’s not that technology is not used in today’s
educational system, but it should be enhanced and should be used consistently to make it ’Smart Campus’.
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Introduction:

Smart Campus is need of the hour with the rapidly
changing technology. Many institutes are moving towards
Smart Campus. But some of the developments need to be
done to achieve it to the fullest. Smart Campus will enable
the students and the management as well, to work in the
most effective manner & enhance the experience of the
current users of technology and automation.

In the literature review, 2 articles are reviewed. The
sample data is collected by floating the questioner
containing 13 questions to 6 college/ institute authorities to
study their current scenario. The outcome obtained from
the collected data in most of the cases shows the scope of
creating ‘Smart Campus’.

Objective of Smart Campus

To study the current status of various campuses.

To examine the constraints and implications of smart
campus.

To study the available facilities to create smart campus.

To create the connectivity between faculty, students,
alumni, industry, and campus through smart campus.

To understand the requirements of faculties and
students to create smart campus.

To study whether automation will help to create smart
campus.

Overview

Educational institutes can certainly get very good
returns on investment by implementing Smart Campus ERP.
Smart Campus will automate and integrate all functions like
inquiry, admission, marketing, follow-ups, accounts,
inventory management, attendance, feedback, examination
which will help to have a powerful dashboard.

Role of Technology in Smart Campus

How Technology can transform the education sector

Since the children and youth in India are driven by the

technology, it’s a need of the hour to take the help of
technology in the education system.

Information and Communication Technology (ICT)
should be used to increase the quality of learning process,
research, library, information services and university
management. IoT is a structure in which objects, people are
provided with exclusive identity and the ability to relocate
data over a network without requiring two-way handshaking
between human-to-human or human-to-computer
interaction. Even though the infrastructure to build a smart
campus is costly, after implementing, all the campus activities
become effective and efficient. To build a smart campus, it
needs to build the digital infrastructure inside campus that
can give services. IoT which is based on the internet uses a
variety of information sensing identification device and
information processing equipment, such as RFID, GPS, GIS,
JIT, EDI and other devices to combine with the internet to
form an extensive network in order to achieve information
and intelligence for entity

Digital technologies help to build student engagement
and enhance student learning and teaching. But practically,
it does not have the systematic approach to enhancing
student’s the use of digital platforms and applications. In
marketing modules, careful balance of theoretical and
conceptual foundations and practical relevance is very
challenging.

The objective of marketing education is to provide
students with a critical understanding of how digital
technology issued within the marketing environment. A
marketing education should also provide a transferable skill
set that will enhance their employability and digital marketing
practice.

Digital technology has affected the business
environment, consumer behavior, society at large, and, in
an educational sense, how we teach and how students expect
to learn in the marketing classroom. An extensive dispersal
of digital technologies such as Twitter, wikis, and Facebook
groups into marketing modules has taken place.

In the process, the intention has been to enhance
learning; however, it could be argued that the resulting
educational enhancement is diverse. The academics must
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consider how social media can assist students to meet the
learning objectives of the module rather than using the
technology for its own purpose only.

We argue that this “technological pedagogy” has evolved
again in the past decade and that the learning environment must
be accompanied by an outward industry focus. Ensuring such a
focus requires a more reflexive exploration of how technology
has been used in marketing education, what students are gaining
or not gaining from this pedagogical shift and how it will enhance
their marketing practice.

The two approaches to student engagement in
marketing classes: first, linking short-term (individual class
related) current pedagogical activities more directly to
students’ articulated goals and, second, undertaking longer-
term pedagogical strategies to modify students’ goal
hierarchies in in ways that transcended traditional classroom
activities” role.

The educationalists must be clear about the intended
outcomes of the technology used. The curriculum should
not confuse technological interactivity with interactive
learning.

Students can engage in reading and reflecting on
messages posted online to meet their own learning goals
without actively participating.

This is an important consideration when the use of
digital media to improve student engagement is proposed.
The purposeful technology usage and appropriate resources
required are two vital factors. Focus on content rather than
teaching tools. Legal and ethical issues should be considered
regarding the use of technological resources. It is necessary
to ensure three things: first, that the technology is adequate;
second, that its use is in line with university guidelines; and
third, that there is clear merit from integrating digital
technology into their teaching platforms. It’s necessary to
bring critical understanding to its digital content rather than
relying on technology that students are already familiar with
using. In module development, one implication of this is the
need for a balance between critical content and practical
skills, as it is important for the content to be engaging and
for the technology to be used to supplement it, but not to
replace critical skills.

With technology, education is moving from a
knowledge transfer model to a collaborative, active, self-
directed and engaging model. There are challenges in our
education system and technology has the capability to solve
those issues.

Shaping the future of education:

Technological advances are redefining the way we
learn and teach. The internet of everything is giving new
educational opportunities, without any limitations of time
and pace.

Real Life Example:

Maharashtra Knowledge Corporation Limited
(MKCL) was promoted by the Department of Higher and
Technical Education, Government of Maharashtra, India

It has a Network of 5000+ Authorized Learning
Centers in the state with state-of-the-art hardware,
software, and internet connectivity.

Providing direct student facilitation services to 3.6
million + University students through 5,977 colleges
in 13 universities in 2 states through MKCL’s Digital
University® Framework.

More than 8.4 million youth have been given Online
Admissions and Online Recruitment Services across
the state through MKCL’s OASIS Framework.

Network Coverage in all metropolitan, urban, semi-
urban, rural, tribal and hilly areas of the state.

Courses:

MS-CIT (Maharashtra State- Certificate in Information
Technology): -

MS-CIT is an Information Technology (IT) literacy
course started by MKCL in the year 2002 which is
the most popular IT Literacy course in Maharashtra.

KLiC (Knowledge Lit Careers):

A bridge from college to career. As per the choice of
the student, they can select the course which is as
per the industry standards.

Softwares:

1. E-Learning Revolution for All, popularly known as ERA:

Every learner is expected to complete ERA within a
stipulated time period which is a part of his/ her internal
exam. ERA is like an e-book which has multimedia
content& covers the entire syllabus of that particular
course. In case of any difficulty, the learner can take
online help. Apart from this, facilitator is always there
to guide the learner.

2. SOLAR:

It’s a Channel Partner Network management. It
encourages paperless management of such a massive
network in a time-bound manner and on large
geographical region which is used by all the 5000+
centers for admission, online fees payment, re-exam
application and center renewal.

3. BizClient:

BizClient software is used for doing the data entry of
the new admissions & uploading the students’ details
on SOLAR.
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Exams by MSBTE:

Online Exams including theoretical and practical are
conducted by Maharashtra State Board for Technical
Education (MSBTE) at different exam centers in the nearby
areas.

Student Life Cycle:

Inquiry: Student inquiries by personally coming to
the college/ institute. The student may inquire on telephone
or by using the web portals.

Admission: Process includes the selection process of
the candidate, document submission/ verification,
admission confirmation and payment of fees)

Academics: Consist of lecture scheduling, attendance,
and academic events.

Exams & Result: Exams include assignments, projects,
presentations, final exam time table, and declaration of result,
mark sheets and generating certificates.

Placement: Internships and live projects are a part of
the placement part from the final placement.

Alumni Network: Time to time updates and continuous
engagement of the alumni

The following points are useful in having the Smart
Campus:

i. Students should complete the entire admission process
online like filing up the form, submission of required
documents, online fees payment.

ii. Student’s behavior with respect to his online searches
should be taken into the consideration which will be
helpful in designing student-centric course.

iii. Automation of Staff and Students Attendance like
Retina based attendance will be more useful.

iv. Every faculty should get the required attendance
defaulters list before going to the class.

v. Class Representative (CR) and the concerned authority
from the college should get the information about those
Students who are on the campus during the lecture
time but not attending the lecture.

vi. If a student misses a session, then there should be a
way to catch-up on the missed session? e.g. video
recording, Archive, etc.

vii. If a student wishes to fix an appointment with a faculty,
then there should be a mechanism to do that using the
technology.

viii. A student should be able to request and trigger a pre-
scheduled virtual meeting with a faculty member.

ix. There should be a variety of applications provided to
the students on their smartphones.

x. The campus should have systems which will enable
the student to student collaboration such as sharing
documents.

xi. Student should be able to reserve his/ her seat in
advance in the college library.

xii. Faculty members should get to a see a profile of
students based on multiple qualitative parameters or
filter a list of students with a specific set of attributes
and background.

xiii. The core & visiting faculties and the concerned
authorities should get the car parking space updates
at the entrance of the college.

Limitations:

Heavy investment is required for implementing the set
up for the smart campus.

Since everything is accessible online or through data
saved in devices, students are likely to develop poor
studying habits and a lazy attitude towards education.

Personal Interaction or face to face reduces

It may impact on communication skills and ability for
people to interact with each other.

Conclusion

A smart campus provides a knowledge platform where
students get an opportunity to show their talents. It uses
integrated software solution which minimizes the manual
work by saving the precious time of teachers and
management so that they can concentrate on the
development of the students.
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Abstract: The application of information to do something and achieve some value becomes knowledge. The development in
technology area, digital innovations, and working eventually head-on with the competition has become an inevitable choice to
an entrepreneur. This has transformed the usual current economy and civilization at large. Technology is transforming the
actions of decision makers impacting the emergence of knowledge based innovations. The shift that has occurred in digital
communication has fundamentally transformed cultures guiding human actions to analyse fruitfully remaining competitive
with advanced knowledge. Technology has transformed work and employment making a knowledge worker more involved in
sustaining the competitive environment. When the change is constant knowledge is the only source to remain competitive. The
convergence of historical evolution and change in technology has made information (knowledge) the key element in the social
fabric.
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Introduction

The essential for a knowledge society is autonomy to
express, global reach of information – knowledge, admiration
for cultural mix, excellent education for all. Life of people is
substantially impacted by knowledge and information, and
the sharing of same using technology can alter societies.

Global reach of information is crucial in promoting
peace, intercultural discussions and viable profitable
development. A nation should develop certain critical
capabilities to gather information, deeply scrutinize, and
create new knowledge as this would effectually solve
problems helping to progress in this ever changing market.
Knowledge of information means technology or digital
literacy is a best source to scout new openings to improve
quality of life. Knowledge about information helps the
society at large to make conscious decisions about their
health, environment, education, work, allowing them to take
independent responsibilities. Such knowledge helps at the
core of the society to become literate and freely express,
empowering themselves to make knowledgeable decisions.

This neo-liberal globalization in knowledge
distribution has helped in increasing the speed to provide
an open and self- regulated world market helping the poor
countries to break the restraints of protectionism of their
own countries.

The knowledge society is based on the necessity of
knowledge distribution, modern day knowledge with full
access to information serving as a life support system. It
represents a new pattern of future development prominent
in the areas of social unity, economic attractiveness, and
commercial development at the same time consciously
safeguarding ecology. Technology revolution towards the
end of 1900s altered the societal setting of human being.
This revolution at a faster pace remodelled the physicality
of the society thus making the world market interdependent.
This led to convergence of knowledge with technology

benefiting the society to create additional value and to
progress.

In the knowledge society the value of information
varies depending upon the speed it spreads and the
contextual knowledge is created rationally. Knowledge by
itself produces nothing. It is the value of information that
creates knowledge making an organisation competent. This
value is derived by managers out of information categorically
gathered making the organisation’s knowledge easily
distributable. Physical assets such as capital, inventory, are
not counted upon for wealth creation today, but the power
of knowledge is recognized to corporate success.

Proficiency in Information Technology (IT) and Knowledge
Practices in reference to Organisation’s Performance

The value of IT in organisations has grown
exponentially in last two decades. The knowledge practices
adopted by organisations are the cause of the relationship
between the proficiency and the performance of an
organisation. The management of knowledge is the usage
of knowledge that creates value as the primary factor.
Knowledge usage is based on accumulation of knowledge
within and outside the organisation that produces new
knowledge, replacing the old knowledge or amending the
old knowledge, helping the organisation to remain
competitive.

Knowledge practices include technology
infrastructure, technology generated information and
technology managed operations that are used to manage
organisational processes. The competency of IT within the
organisation supports the acquisition of knowledge about
the micro and macro environment opening up avenues for
the organisation to grab opportunity in the competitive
market. This helps in improving the organisation’s
effectiveness and decision making.

This integrated organisational infrastructure makes it
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possible to share knowledge and enable the organisation to
explore its skills exploiting various opportunities at the same
time nurture a common and complete understanding amongst
various functions.

Management in Knowledge Society

Information as knowledge is considered as the basis
of any activity in a knowledge society. Establishing
knowledge society at the turn of the century implies the role
of knowledge that is produced, amended, stored, at times
even sold or shared, to applying that knowledge in a new
way.

These new ways of managing knowledge warrants
new requirements for management flattening the
organisational hierarchy, decentralising decision making,
autonomy to the levels below within the organisation thus
establishing a networked type organisation making it
complex and virtual.

This has created a creative working class of employees
who possess holistic information, can stretch themselves
and are creatively dynamic in decision making.

Relation between IT competency and knowledge
management

IT has a positive impact on knowledge management.
However, this paper takes an important step forward by
detailing how IT competency influences knowledge
management indirectly, favouring the development of an
open organization and empowerment that in turn favour
knowledge transmission.

Technology certainly has an affirmative influence on
managing knowledge but also the technology competence
in development and deployment of the same  directly impacts
the management of technology in turn information
(knowledge).

This requires development of information and
knowledge strategy in an organisation before developing a
technology strategy that will help in focussing on the
processes within the organisation and understand what
benefits can be derived by the deployment and investment
of technology. Failing to do so will not establish a relation
between technology and knowledge resources.

A horizontal information gathering and distribution
policy to develop knowledge is primary to generate
knowledge, type of knowledge, nurturing the flow of
knowledge across various functional groups, exploiting
opportunities, and constructing a knowledge repository that
can be accessed by flexible and decentralised organisational
structures. This will help in accurate and fast decision
making motivating the employees giving them the feeling of
involvement.

Advent of Knowledge Society

The primary source of economic progress is the usage
of knowledge that identifies itself as a knowledge society.
In a knowledge society, knowledge is of foremost importance
in comparison to all the other values, beliefs, activities, or
any concerns in the societal context.

This is being helped by the recent advances in
digitisation and World Wide Web enabling new strength in
applying the knowledge to the economic activity.

Education will drive the growth of knowledge society
that will be severely competitive as knowledge being
globally available non-performance cannot be an excuse.
Knowledge society will be a society of organisations and
every social task will be performed by these organisations.
Knowledge worker will be a part of single largest workforce
giving knowledge society its character, its leadership and a
social profile. Hence the real asset will not be the machines
or tools but a knowledge worker as these machines will be
inoperative without the knowledge worker.

Inevitably a knowledge society being society of
organisations, Government while maintaining transparency
will have to develop a vision that encourages the freedom
of press, a dynamic council, liberated courts of law, to
manage its crucial and unique organs.

Knowledge is all

Knowledge has three features – has no borders, has
upward movement, possible success and failure. But
together these features will make knowledge the backbone
of tomorrow’s society. Technology is supporting knowledge
to spread instantly and also to be accessed easily. The speed
and ease of knowledge is making organisations more
competitive and global as World Wide Web carries
information across to customers of information irrespective
of time and demography.

Hence knowledge society will be the next society,
knowledge workers will be a leading group of using
knowledge as its source.

Technology and Society

Interdependencies amongst various economies have
emerged and grown in twentieth and twenty-first centuries.
The physical foundation of the society has been altered by
the easy spread of information at an enormous speed,
distributing knowledge through the usage of technology.
This change brought together state, society and economy
introducing a new form of flexible relationship.

Knowledge and technology converged that
increasingly altered the interactions across various
knowledge communities, technologies, to achieve a shared
goal with cooperative compatibility and create value. This
convergence brought together natural resource, machines
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and humans with their respective capabilities to solve issues
that could not be solved otherwise independently. The
convergence opened new paths to simplicity, innovation
and efficiency leading the knowledge society to create value
and grow.

Management

Management – is to put and manage people with
different capabilities to meet the common goal, and achieve
desired value. This concept was little known earlier in 1800
though the work was executed and managed in more or less
the same way as today.

The development in the field of Management has
augmented knowledge requirement socially, making it a true
economic asset.

No organisation exists on its own unless they satisfy
a specific need of the community, individuals or a society.
Organisations are the means as they are the organs of the
society and in turn Management is the organ of the
organisation.

The responsibility of Management is to make the work
productive so as the worker to become effective. It has a
specific function of managing social influences and is
accountable to empower the organisation to make valuable
impact on the society.

India and Knowledge Society

The knowledge society has been responsible to create
hope as well as depression in this interconnected global
world. While there has been a streak of conception in the
urban lives in India, it has not impacted the lives in India
below the poverty line is a major concern.

Indian society is known for imbalanced spread of
economic assets, sharp dissimilarities in social status, power
driven politico keeping a major section of the society
relegated.  The ethnic Indian society is confined to pre-
dated caste and gender norms that has divided and
marginalised humans, at the same time the flexibility and
energy needed for occupation has created new opportunities
to break away from the hurdles of eccentricity towards power
thus building skill of knowledge for freedom.

It is expected of the knowledge society to disrupt and
bring brightness in the lives of oppressed frightful,
desolated people.

The Convergence

A strong base of human resources is considered as a
strategic asset amongst developing nations.

Decentralizing of management functions thus moving
away from hierarchical management  practices, and
embracing the information content to make decisions is a

clear indication of moving towards knowledge society.

This new management style represents a fundamental
change of moving from physical resources to an economy
based on knowledge. The idea generation has become a
vital component in prosperity and creation of new jobs
displaying human creativity.

The knowledge component has always been a
differentiating factor amongst humans. Knowledge has
always being important but the knowledge to generate ideas
and applying those ideas innovatively has become equally
essential in today’s world.

By nature people need knowledge, relevant knowledge
arising out of rational thinking backed by a scientific culture.
The information generated has to elicit knowledge which is
the need of today’s knowledge society. This has warranted
a movement from information society to knowledge society
where the value of information is dependent upon its speed
to travel and its contextual usage. Once upon a time the
pivotal factor of production was land, then capital but today
it is labour, i.e. their knowledge as organisation depends
upon the information and its efficient management.

The need of today’s organisation in the process of
transforming itself is a knowledge worker who can practice
management methods based on factual information
interpreting the same to derive relevant knowledge that will
help the organisation to become knowledge based to compete
in this knowledge economy. To sustain competition
organisations need to create and discover, seize and share
categorically the knowledge making it available for reuse.
This trend in the new digital economy can be based upon
the volume and value of knowledge a business generates
on the changing market place. This new strategy accounts
for investments made and wealth created by these new
organisations.

Blocks to Innovation and the Creation of a Knowledge
Society in India

In spite of the technological growth in this globalized
world, there are blocks such as external environment and
the authoritative systems within the organisation, to
innovation in technology in India. Even though there is
tremendous competition that works as a motivating factor
for innovation, there is a gap between knowing and doing,
in spite of a formal education system that is secluded from
industrialized modernisation, costly capital,  casual
approach to managerial work, lack of government support
in funding, research centres and long decision time cycles
that works as blocks to innovation.

All this plus the broader concerns like poverty,
illiteracy, contribute to the blocks of India becoming a
knowledge economy.
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Research Activities at DR VN BRIMS
Research, defined as a systematic investigation of a particular subject, is a seamless process at DR VN BRIMS since its

inception (2005). The modus operandi of research at DR VN BRIMS is unique, special and exclusive inasmuch as it posits a
well-planned process and a series of activities to make research a serious proposition. The salient features of research at DR
VN BRIMS include: a well-defined platform for generation of ideas followed by a structured knowledge assets’ development
process and an effort to integrate idea generation and knowledge asset development to assess the output and also the
outcomes.

The following three ANNEXURES capture the research and knowledge assets’ development process at DR VN BRIMS.

ANNEXURE 1 indicates the research process at DR VN BRIMS

ANNEXURE 2 captures an illustrative knowledge asset development process leading to a publication. This process is
true for all publications to date (30 plus) across a diverse range of topics in management published year on year basis

ANNEXURE 3 presents how the knowledge asset development process starts with idea generation and culminates into
output and outcomes through the knowledge asset development process.

Accordingly, Srujan 2018 has a separate research section to present inputs received from young scholars (students
and teachers) on a variety of themes viz.

a. A book review on Creativity and Innovation titled ‘Three Box Solution – A Strategy for Leading Innovation’ by Prof.
V. Govindrajan. The book review, a Journal Club presentation by two Assistant Professors at DR VN BRIMS led to the
exploration of application of the learnings from the book to stimulate creativity and innovation at DR VN BRIMS. The
three box approach was deployed into action by seeking ideas from different stakeholders (teachers, students and
administrative staff members) of DR VN BRIMS as to how to rejuvenate DR VN BRIMS with respect to all its processes
by avoiding obsolete and superfluous historic processes, identifying valid current practices and assessing the future
requirements to continuously maintain an improved winning edge.

b. A case study on The Brihanmumbai Electricity Supply and Transport (BEST -  an undertaking of the Mumbai Municipal
Corporation) The case study is another pedagogy deployed to improve the teaching-learning process and this case
study is an outcome of an interaction between concerned faculty and students.

c. A study on the International Accounting Standards (IAS 39) on hedge accounting and the transition to new order
namely International Financial Reporting Standards (IFRS) 9. This presentation has come from two MMS students
under the guidance of full time faculty at DR VN BRIMS.

d. Heralding Industry 4.0 – The New Challenges is an exciting proposition for industry and the education alike. Industry
4.0 is defined as “name for the current trend of automation and data exchange in manufacturing technologies. It
includes cyber-physical systems, the internet of things, cloud computing and cognitive computing”. Industry has
already responded to the challenges presented by Industry 4.0 and a study published in the Mint – 22nd January, 2018
has highlighted how India’s best working places in manufacturing have met the new challenge of reaping the best
demographic dividend from generation Y. A gist of the said study is presented in brief. The main challenge for education
is to identify the reformation and transformation needed in education to tackle the challenges emerging from industry
4.0 forum.

e. Trends in Human Resources with special reference to human capital (a leading HR magazine), a Journal Club presentation,
explores about 150 articles and 8-10 case studies to present a broad profile of human resource management in India. The
themes captured include Skilling India - conjugation between B-school and Business, Women entrepreneurship / Work
life balance and Demystifying diversity. This presentation has encouraged students and teachers to explore select
topics for further in-depth study and also identify areas for students’ project. Further, this has improved the accessibility
of students and teachers to live Indian cases which are used by students and teachers for classroom discussions
leading to enjoyable peer-to-peer learning.

f. Value creation instigating lean thinking at DR VN BRIMS is again Journal Club presentation based on a case study of
IIM Kozhikode published in the October, 2016 issue of International Journal of Productivity and Performance Management.
The case study highlights application of lean thinking in an educational institution through actionable research.
Following the presentation an effort was made to apply the same to DR VN BRIMS and the process is on.

In conclusion, we wish to say that research at DR VN BRIMS is seamless and an attempt to motivate the quest for truth
in action at all times and to keep moving from one frontier of knowledge to newer and newer horizons.
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Book Review:
Govindarajan, V. (2016), The Three Box Solution: A Strategy for Leading Innovation, Boston, MA: Harvard Business Review
Press.

Abstract: We all are living in the era driven by dynamics of technology, internet, shifting customer preferences and loyalty.
Hence business strategies require constant reformulation and redefinition. This is because the old assumptions and practices
are no longer valid or there has been neutralization and imitation of tactics by competitors. Organizations can remain
successful and sustainable by reinventing themselves continually. Author Mr. Vijay Govindrajan’s has defined a framework,
which can help the organization in leading Innovation. This book is the result of thirty-five years of research in corporations
globally and includes instances of the companies benefited by implementing this framework. The more people in a company
who understand how the three boxes work, the better prepared that organization will be to anticipate and exploit changes of
all kinds – to act instead of reacting. The objectives of this book review are to present the new perspective of innovational
practices adopted by the various organizations for the formulation of business strategies and bringing relevance according to
the dynamics of the technology and challenging competitive advantage.

Introduction:

As the title of the book suggests, the author has
identified the three boxes that can direct an organization in
achieving sustainable development in today’s uncertain
competitive business environment.

The Box 1 denotes “Managing the Present”.
According to Govindarajan, this is the “Performance Engine”
which provides organization to generate funds for routine
operations as well as for investment in the activities that
drives future. The author through Box 1 suggested running
the core business at maximum efficiency and applying linear
innovations in the present business model.

The Box 2 refers to “Selectively forget the Past”. The
author suggests the practice of selectively forgetting the
past to eliminate the rigidity in the decision-making process
and anticipating the conclusions or concept formed as per
the past experiences. Carrying the past experience to the
new event/ process becomes an obstacle in innovating
thinking Opportunities are lost because the past has been
allowed to become too powerful. Because of the past
experiences, we conclude that gravity is only the acceptable
business model. Box 2 is “an important enabler” of Box 3

innovations, as cleaning up the no-relevant past practices
will help the organization in creating space for new Non-
linear ideas.

The Box 3 implies “Creating the Future”.  Here the
author has advocated the process of continuous
experimentation and learning. Unlike, Box 1 this box requires
innovation which is non-linear in nature. Govindarajan has
recommended generating breakthrough ideas and
experiments, which can help the organization in solving the
future uncertainties.

Further, to demonstrate the implementation and
effectiveness of this framework, the author has shared the
cases of some renowned organizations, which have
succeeded using the Three Box Solution approach.

Case 1: Hasbro

In this case, the author has explained how a product
company, manufacturing toys and board games, utilized its
core brands like G.I. Joe, Transformers, Monopoly etc. to
expand its business across multiple platforms including
movies, TV shows, clothing, backpacks, lunch bags, comic
books, games, room décor and so on.
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Important Enablers of Success:

· Hasbro was successful in “Avoiding the Success Trap”,
as it went beyond the toys to create multiple
experiences.

· Hasbro “Identified the Weak Signals” of falling US
birthrate and revolution of personal computer & video
games.

· Hasbro was able to “Differentiate between Roots (that
has Timeless Value) and Chains (that has Timely Value),
by taking the decision to exit from the nursery school
business and gaining Disney’s global rights to
manufacture dolls.

· Hasbro successfully implemented “Planned
Opportunism” by identifying increased emphasis on
digital gaming and leveraging its core brands into
games, movies, and TV shows.

Case 2: Tata Consultancy Services (TCS)

Author has analyzed the TCS case of discontinuation
of its call center services irrespective of good revenues.
TCS doubled its revenues $6 billion to $12 billion from 2010
to 2014 despite global slowdown in business outsourcing
markets. However, TCS abruptly decided to discontinue its
call center service.

Below were the reasons analyzed by Author:

TCS wanted to focus on Digital business opportunities,
cloud, Big data analytics

Employee churn was exceptionally high, forcing the
HR department into a round-the-clock effort to hire
and train as many as half a million new reps annually.

This drained resources and distracted the company
from its real goal (to develop more-sophisticated
capabilities and service offerings)

TCS Leaders rightly believed that global businesses
would eventually demand higher-level, more strategic
outsourced services.

They saw that technologies were moving to the cloud,
allowing business services to be delivered as an online
utility rather than through traditional enterprise-owned
technology infrastructures

HBR named this move as Planned Opportunism

Author has concluded several factors which he has
referred as traps for slowing down the speed of innovation
with reference to the case study of IBM.

Case 3: IBM’s Fall from Grace

A powerful shift in Personal Computing and Internet
and Web worldwide affected the business growth of IBM.

Author has analyzed and discussed the following reasons
for the same:

The Complacency Trap: Profitability delayed
development of a sense of urgency

The Cannibalization Trap: The threat of negative
impact of company’s new product on sales of the
existing   product. IBM thought that PC had a potential
to threaten the mainframe computing model

The Competency Trap: Positive results in current core
business encourage the organization to invest mainly
in Box 1. Why invest in skills not vital to the company’s
current profitability

Case 4: Keurig Coffee

Here, the author has highlighted the success story of
coffee making company, with special emphasis on Box 3
innovation.

The founders of “Keurig” noticed “weak signals” in
the form of changes in the context for coffee consumption
at various places like office, home & restaurants due to the
success of Starbucks and other coffee roasters. They found
here an opportunity to serve the unattended ‘workplace’
and ‘at home’ customers, with high quality and refreshing
coffee every single time.

Major Challenges:

Lack of real understanding of coffee roasting and
brewing

Removing human error from portioning and brewing of
cup of coffee, to maintain a perfect taste

Fresh brewed single servings of coffee

Solutions:

Keurig team approached Green Mountain Coffee
Roasters (GMCR) – a reputed quality roaster, to
understand ins and outs of coffee sourcing, roasting
and other variables required to produce a great cup of
coffee

Developed coffee brewers and K-Cup packs/ pods, to
eliminate human error and ensure a fresh cup of coffee
with perfect taste every single time.

Results:

Received funding from GMCR, later in 2006 it owned
100% of Keurig

GMCR’s revenue grew at compounded rate of 65%

In addition, the author has discussed few Principles used
by Keurig as Box 3 efforts:

1. Placing the Smaller Bet First
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2. Testing critical assumptions.

3. Developing a Box 3 culture.

4. Building New Box 3 Capabilities and Processes

5. Exercising Adaptive Leadership

Case 5: United Rentals Inc (URI)

URI the largest equipment rental company in the world,
with over 880 rental locations throughout the United States
and Canada and Provider of rental equipment to industrial
and construction companies, government agencies.
Irrespective of the adverse circumstances with URI in swift
succession during 2007 and 2008     driving the company’s
stock price down from nearly $35 a share to just over $3 a
share by March 2009, Company recorded the growth in
business in terms of revenue.  The company faced the
adverse situation like the cancellation of the acquisition
deal with Cerberus capital management, no permanent CEO
and worst economic shock etc. URI started to expand its
relationship with larger customers by Identifying and
retaining the best-performing branches and having most
desirable customer mix (National Accounts, Combination of
industrial and construction companies) and growing the
base of Industrial Customers.

Case 6: Mahindra Rise

In this case, author has identified the six leadership
behaviors which helped “Mahindra” in leading innovation
successfully.

Behavior 1: Avoiding the Traps of the Past

Mahindra discontinued annual Diwali bonus, which
was given to all the employees irrespective of their
performance; and started the concept of performance-
based bonus to selective performers.

The goal was to replace the complacent legacy culture
with a performance-driven culture, which helped the
company in achieving 120% productivity growth in
later years.

Behavior 2: Being Alert to Weak Signals

The company was facing chassis crack problem in its
product ‘Jeep’ due to frequent overload; and when
they tried to resolve it by making the chassis more
rugged, they realized that it will incur the additional
investment of $8 million for a new metal stamping
machinery.

However, identifying such weak signal, the company
developed the culture of encouraging & trusting the
Mavericks and a young man - Sandesh Dahanukar
resolved this problem with an idea to develop tubular
chassis at an investment of only $ 45,000 .

Behavior 3:  Building The Future Everyday

Mahindra group developed the federal structure and
reorganized into six different sectors: Automotive, Auto
Components, Farm Equipments, Financial Services,
Software, and Infrastructure. Moreover,  once a
business unit reached critical mass, it would be listed
on the stock market.

Mahindra’s  corporate center started providing “Tying
Together” services by:

o Facilitating knowledge sharing across the portfolio
companies

o Leveraging operating synergies in R&D,
Procurement, and Manufacturing

o Acting as custodian of values that every operating
company shares

Behavior 4: Experimenting and Learning

Mahindra’s team made the first effort to create an original
SUV vehicle – Scorpio, for which a separate team of
120 dedicated people was selected and suppliers of
various parts were involved as development partners.

For test marketing purpose, the team decided to test a
new version of “Bolero” - an existing vehicle first, with
parts, technologies and design of the “Scorpio”

For advertising, the “Scorpio” team tried to capture
the aspirational feel of the ad commercial of Rolls Royce.

Behavior 5: Practicing Planned Opportunism

Mahindra initiated the Blue Chip conference, which
was a yearly platform where company showcases the
result of the changes implemented along with seventy
years long commitment towards core values.

Mahindra developed MRV (Mahindra Research Valley)
– a platform of capabilities to pursue new directions in
terms of new product development. This resulted in,
20% faster pace of development from initial concept to
product launch, the capacity to work on more projects
simultaneously and more engineering development in-
house.

Products like XUV 500 – the fastest selling SUV and
Arjun Novo – a market leader in tractor industry were
the outcomes of MRV.

Behavior 6: Investing in the “Horse You Can Control”

Mahindra’s decision of producing “Scorpio” itself with
its own team, instead of taking Ford’s assistance and
applying collaboration strategy for sourcing to include
suppliers as development partners instead of
domination strategy used by other players.
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Conclusion:

The Book “Three Box Solution” provides the platform
for innovative thinking by providing the set of tools for
measuring, controlling, managing set of behaviors and
factors across the levels of the organization. The book has
illustrated rich company examples—such as GE, Mahindra

& Mahindra, Hasbro, IBM, United Rentals, and Tata—and
testimonies of leaders who have witnessed and derived this
framework to lead innovation.  This book contributes to
understanding the alignment of an organization on the critical
but competing demands of innovation.
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The Brihanmumbai Electricity Supply and Transport (BEST) enterprise is the largest and the oldest
civic transport and electricity provider based in Mumbai, Maharashtra, India. It was set up in 1873 as a
tramway company called “Bombay Tramway Company Limited”.

BEST operates one of India’s largest fleets of buses. The transport service covers entire city of
Mumbai and also plies its buses outside city limits into adjacent urban areas. Apart from buses, it also
operates a ferry service in the northern parts of the city. The electricity division of the organisation is
also one of the few electricity departments in India to earn an annual gross profit.

Culture and awards:

BEST has been an inseparable part of daily life in
Mumbai. The red double decker buses, modelled on the
AEC buses of London, are one of the defining traits of the
city. When BEST decided to scrap the double-decker buses,
public hue and cry forced it to drop the idea. A decision to
change the colour of all its buses from red to saffron 20
years ago also attracted criticism.

During the 2005 Mumbai deluge, BEST Bus drivers
and conductors ensured that all the stranded passengers
were dropped safely to their respective destinations. They
attracted a lot of praise from the media as well as the citizens.
A total of 900 buses were damaged.

BEST has received the following awards for safety and
management:

The prize for the second-best production achievement
by an urban transport body in the country for the year
1982.

The second prize for production achievement in Urban
Transport during the year 1984.

A memento for the Administrative Report and Statement
of Accounts of the Undertaking for the year 1983–84
awarded by the selection committee nominated by the
Institute of Chartered Accountants of India.

The first place and the Best production achievement
award in the category of urban transport for the year
1986–87.

National Productivity Award for the year 1991–92.

Award for the best passenger-safety record for the year
1994.

The award for the Best Passenger-Safety performance
in Urban Transport in the whole country instituted by
the Association of State Road Transport Undertaking
(ASRTU) for the year 1995–96.

International Road Safety Award for the year 2003.

The city’s public transport buses are becoming an
endangered species, with the BEST sinking into further
financial trouble. How did things get so bad?

The Problems

For two consecutive months, the BEST was relying
on debt to pay salaries; it took bank loans to pay its 42,000
employees. It is no secret that BEST is trouble. But now
Mumbaikars are feeling the pain too: the undertaking
withdrew its air-conditioned buses just as summer began
making its heat felt; it is also looking to cancel about 150
bus routes.

What has brought the BEST, not so long ago a fairly
robust organisation, to this state? Can anything be done to
revive it?

1.  Unprofitable Design

It was decided that revenues from BEST’s electricity
division would subsidise the transport service division.

BEST was envisaged as the affordable transport service
for the labour class. Thus, the BEST committee had
decided that electricity division would bear the burden.
Electricity rates were decided to compensate for the
losses mad by the transport division.

In 2003, The Electricity Act was passed and it allowed
Maharashtra Electricity Regulatory Commission to
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decide the BEST’s electricity tariffs.

BEST committee went to the court on this matter and
they were allowed to decide their own rates on the
condition that BEST’s electricity consumers needed to
be informed what amount of transport deficit was
recovered by them. Once this information was sent to
the consumers along with the bill, it caused unrest
among the consumers as they were earlier not aware of
how much of their money was used to subsidise the
transport division.

2. Political Burden

In 2006, a wage agreement linked salary and wage
increments to the Consumer Price Index(CPI). And in
2008 CPI almost doubled. Thus, the Dearness Allowance
of the workers also doubled. Wage expenses, which
were usually in the range of 60% to 70% of the budget
rose to almost 120% of the budget.

Since BEST is covered under the Bombay Industrial
Relations Act, 1946, it can revise the wages of the
workers only if the union gives its consent.

As a result, BEST committee is not in a position to cut
down the rates because workers’ union will not, in
normal circumstances consent to it.

One more example related to mismanagement is the
scrapping of air–conditioned buses after accumulating
losses of over 500 crores.

3. Rising Competition

The BEST is also facing a question of survival from the
improved public transport options.

Options ranging from conventional ones such as share-
an-auto, to infrastructure projects such as the Mumbai
Metro and Monorail, to private app-based cab services
have won over customers from BEST.

During the last 6 years, average daily patronage has
reduced from 45 lakhs to 28 lakhs.

4. Financial Blunders

There is already a burden of 2100 crores looming over
the BEST. In addition, the undertaking is incurring a
monthly loss of 80-90 crores.

It owes 600 crores to the Brihanmumbai Municipal
Corporation (BMC) at 10% interest, and 1500 crores to
12 nationalised banks. The BMC, in spite of having
63,000 crores in fixed deposits in various banks and
getting loans at 6%, charges 10% interest to the BEST.

The attitude of the civic body has been very
lackadaisical in this regard.

Recently, it has also been revealed that the BEST was
paying extra taxes to the BMC for over a decade. The
civic body as well as the BEST has realized it and the
BMC is ready to pay extra taxes collected to the tune of
90 crores and an additional sum of 6 crores to continue
concessions for the elderly and the handicapped.

5. Upcoming Challenges

As per the budget estimates for 2017-2018, Best’s deficit
will rise to 590 crores.

The BMC, which is the parent body of the BEST has
its own challenges to deal with: the introduction of
GST, and that octroy, which is a major source of revenue
for the BMC will vanish to give way for GST.

The BMC seems to have no intention to bail out the
BEST of its problems, even though it has cash reserves
of 60,000 crores.

For every bus ticket purchased, the State Government
pockets about 0.15 as a surcharge for funding its tribal
development schemes, which amounts to 10 crore a year.
But the State government too has raised its hands on the
problem.

Further, the BMC is also under the burden of unpaid
bills from various government bodies, totalling up to 38
crores (default on electricity bills – 11.38 crores, owed to
state government departments – 23.87 crores and to central
government departments – 3.12 crores.

Suggestions and Recommendations

On 31st July 2017, the managing committee of BEST
called a special meeting to discuss the issue and measures
to revive the ailing undertaking. The measures suggested
were as follows:

1. BRTS

While dedicated bus lanes on congested roads is a
good start, in the next few years, BEST needs to develop
a Bus Rapid Transit System (BRTS) — to complement
the city’s railway and Metro network.

In BRTS, bus lanes are protected by barricades, have
separate stations and enable faster speeds. Experts said
the city already had the infrastructure — wide roads
on the Eastern Express highway, Western express
highway and Jogeshwari-Vikhroli Link Road — for a
BRTS. Cities across the world, from Bogota to
Johannesburg, have been able to tackle traffic
congestion using the BRTS.

2. Fare Hike and Efficient Resource Management

Ajoy Mehta, Municipal Commissioner, BMC suggested
a fare hike of 2 which would add 119 crores to the
BEST’s revenues. He also suggested the adoption of a
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“wet-leasing” method with which they can lease buses
with the driver, without the burden of buying them.
This model is similar to the model on which Ola and
Uber are operating.

For shorter routes, the undertaking should employ 20
seater compact buses, which are operational in areas
like Bhandup.

3. Advertising

Advertising on BEST buses is handled exclusively by
one advertising agency which is Rakesh Advertising
Agency.

The BEST should take advantage of the monopolistic
situation by increasing the charges of advertising so
that it would be a win-win situation for both – the
undertaking as well as the agency.

It should also focus on increasing the avenues for
advertising with the buses, for e.g. backside of the
tickets, behind the seats, radio advertising inside the
buses, appropriate product placements like LED bulbs,
etc.

4. Making BEST relevant again

One way to make BEST relevant again is to allow BEST
to operate its buses across the Mumbai Metropolitan
Region (MMR). That’s nine municipal corporations and
eight municipal councils including Thane, Navi
Mumbai, Virar-Vasai, Kalyan-Dombivli and the hill
station Matheran (all spread across 604 sqkm, with a
population of 2.3 crore). And, BEST has a model it could
follow — the state formed the Pune-Pimpri Chinchwad
Metropolitan Transport Limited (PMMTL), which
handles buses across Pune and the neighbouring
Pimpri Chinchwad area.

If the transport wing is brought under the BMC, the
government can think of ways to corporatize it, just as
the railways created the Konkan Railway and the state
created Maharashtra State Road Development
Corporation (MSRDC)

5. Digitisation

The BEST had introduced a smart-card for daily
commuters, the current cost of which is 80 per day. It is
proposed to bring it down to 25 per day (same price at
the time of introduction).

This would attract new passengers as well as goad the
existing passengers to buy the daily pass. If 30lakh
commuters use the smart card daily, it would generate
revenue of 2700 Cr. annually.

One more step towards digitisation is the e-validator
machine. Soon buses will be equipped with e-validator
terminals which will let commuters swipe their prepaid cards
on entering the bus. Thus, there will be no more haggling
for change with the conductor.

If an integrated ticketing system is introduced for both
suburban trains and BEST buses, it will help solve the
problem of congestion in trains and traffic on the roads too.

Learnings:

1. Effective and unrestrained and affordable public
transport is necessary to solve the problems of traffic
in the city.

2. It is necessary for BMC and both the divisions of BEST
to bail out BEST’s public transport division out of this
problem.

3. Unless congestion and traffic problem is solved, public
transport cannot work efficiently.

4. Consolidation of all state-run bus undertakings into
one umbrella corporation can help all the individual
undertakings manage their operations efficiently.
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Abstract: In today’s world, lot of buzz is going around hedge accounting, which is often considered as one of the complex
topics. This article is in the context of Hedge accounting prescriptions under IFRS 9 Financial Instruments, a new standard
issued by IASB (International Accounting Standards Board), which will replace IAS 39 effective Jan 1, 2018 globally. Hedge
accounting model of IFRS 9 is intended to reduce complexities of IAS 39 such as arbitrary conditions for hedge effectiveness
(80% to 125%) and to align hedge accounting more closely with an entity’s risk management.
Keywords: Hedge Relationship, IFRS 9, Financial Instruments, Fair Value.

Introduction:

In the regular course of business, firms are exposed to
variety of market risks such as credit risk, foreign exchange
fluctuation risk, interest rate risk, investment risk, etc., which
give rise to volatile cash flows in the future. Some of these
risks can be mitigated. As a result, firms often take some or
the other action to mitigate or financially hedge losses
arising out of such risks using derivative instruments.
Further, derivative instruments can also be used by firms to
enter into speculative or trading positions.

Hedge accounting is a technique of accounting where
entries for the ownership of a security and the opposing
hedge are treated as one. Hedge accounting attempts to
reduce the volatility created by the repeated adjustment of
a financial instrument’s value, known as marking to market.
This reduced volatility is done by combining the instrument
and the hedge as one entry, which offsets the opposing
movements.

Objectives:

This paper aims to impart knowledge of hedge
accounting terms and discuss the various methods of
documenting and reporting the hedge relationship and the
profit or loss (if any) arising due to the same. The paper also
attempts to cover the transition in accounting standards
and principles as regards to hedge accounting. It seeks to
explain how the effectiveness of a hedge relationship can
be measured.

It also discusses how a firm needs to rebalance its
hedge relationship to maintain its effectiveness.

Review Of Literature:

The available literature suggests that mitigation of risk
is the main objective behind the use of derivative
instruments. Various surveys in the US have concluded that
there is a high correlation between a firm’s usage of
derivatives and the amount of exposures to various risks it

has (Geczy 1997, Haushalter 2000). Guay (1999) suggests
that there is a significant reduction in volatility after using
derivatives.

In a contrarian view, Petersen and Thiagarajan (2000)
and Hentschel and Kothari (2001) deny any significant
relationship between risk and derivatives.

In short, the available literature provides a limited
understanding into the adoption of IFRS 9 and changes in a
firm’s strategic decisions will align an entity’s economic and
financial reporting statements.

Why Hedge Accounting?

Organizations today are increasingly using hedge
instruments to manage their exposures. The main objective
of hedging is to mitigate the risks in existing positions. Figure
1 shows the expected cash inflows of a firm prior to hedging
and post hedging. From the figure, it is apparent that hedging
constricts the firm’s future expected cash flows around the
mean (Froot, Scharfstein, Stein, 1993; Myers, Majluf, 1984).
It also points out to the fact that unless hedging causes the
mean to shift to the right, it cannot increase the firm’s expected
cash flows. Thus, hedging is a two-edged sword. It not
only protects the buyer against the loss, but also banishes
any profit that may arise in future due to changes in the
price of the hedged item.

Figure 1: Hedging Effect

Usually derivative instruments are recognised as fair
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value. But organizations using derivative instruments to
hedge risk face a common issue of mismatch, because
derivatives are measured at fair value and the underlying
(asset or liability) are subject to amortization. Underlying
assets or liabilities, sometimes, are also subject to revaluation
in case of foreseeable future changes. This accounting
mismatch creates uncertainty in the financial statements.

This mismatch/error can be eliminated using hedge
accounting in one of the three ways below:

1. Through a Fair Value Hedge: In this method, the
carrying value for changes in the hedged item is
adjusted in the P/L account. The hedge instrument is
also measured at fair value and the changes in fair value
are also recognised in the P/L account.

2. By using a Cash Flow Hedge: Here, differences in the
fair value of the hedged instrument due to variability in
cash flows are deferred to the shareholders’ equity until
it affects the firm’s future cash flows.

3. By using a Net Investment Hedge: It is a variation of
the cash flow hedge used to minimize risks associated
in foreign operations.

Eligibility And Documentation:

IFRS 9 states that, to be eligible for hedge accounting,
a hedging relationship must meet all the following
requirements:

1. Eligibility:

a. Formal documentation of the hedge relationship should
exist at the time of designation,

b. The entity should show the effectiveness of the hedge
relationship and also that the relationship is effective
on a prospective as well as on a retrospective basis,
and

c. The entity must recognise any ineffectiveness in the
P/L account.

2.  Hedging Documentation:

Having proper documentation in place is mandatory
for an enterprise to incorporate hedge accounting practice.
The documents include –

a. The organizations risk management objective and
strategy pertaining to the hedging relationship,

b. The nature of the risk being hedged,

c. Identification of the hedge instrument and the hedged
item separately,

d. Demonstration of how effective the hedge relationship
is (at the time of inception as well as each period
thereafter), both on a prospective and retrospective basis.

Steps In Hedge Accounting:

1. Fair Value Hedge:

a. Determine Fair Value of both – the hedged item and the
hedge instrument at the reporting date.

b. Record any gain or loss on the hedged instrument in P/
L account.

c. Recognize any gain or loss in the carrying amount of
the hedged instrument.

2. Cash Flow Hedge:

a. Ascertain the gain or loss on the hedged item and
hedging instrument on the reporting date.

b. Determine the effective and ineffective parts of the gain
or loss on the hedging instrument.

c. Recognize the effective portion of the gain or loss on
the hedging instrument in other comprehensive income
(OCI) which will later be mentioned as ‘cash flow hedge
reserve’ under OCI.

account.

Measuring Hedge Effectiveness:

Hedge effectiveness is the extent to which changes in
the fair value or cash flows of the hedging instrument offset
changes in the fair value or cash flows of the hedged item.

IASB has removed the arbitrary provision that a hedge
is effective only if it offsets the risk in the range of 80% to
125%. Subsequent to this, it has become necessary for an
entity to measure the hedge effectiveness.

There are two components to the test of effectiveness:
the prospective test and the retrospective test

1. The prospective test (in an example of a fair value
hedge):

This test is a demonstration that the hedge relationship
is expected to be offsetting the risk over the life of the
hedge. Thus, it is a prediction of what will happen over
the period of hedging, if the fair value change.
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2. The retrospective test (in an example of a fair value
hedge):

It is a test of assessing what happened over the hedge
period. Thus, it is test of actual results.

Rebalancing:

IFRS 9 has introduced a concept of ‘rebalancing’.
Rebalancing implies adjustments to the hedge ratio against
changes to the designated quantities of hedged item or the
hedging instrument.

To understand it better, let us take an example.

ABC Ltd. is a manufacturing company with exposure
to commodities, primarily with copper. To offset risk of rising
prices of copper, the company entered into a derivative
contract to hedge this risk. ABC Ltd. determined the optimum
hedge ratio as 1:0.85(difference between the values of the
commodity and its derivative is known as basis risk). After
a month, the basis risk increased further upto 25%. So, in
order to maintain the effectiveness of the hedge relationship,
hedge ratio should be revised to 1:0.75.

Rebalancing of hedge ratio is introduced mainly to
mitigate the basis risk. In the event the hedge ratio was not
rebalanced, the hedging relationship would have been
proved ineffective.

Discontinuation Of Hedge Accounting:

IAS 39 had a provision that allowed firm to discontinue
hedge accounting just by revoking the hedge relationship.
However, revocation of hedge relationship is now prohibited
under IFRS 9.

Under IFRS 9, an entity cannot discontinue a hedge
relationship that:

a. Still is in conjunction with the risk management
objective of the organization; and

b. Continues to meet all other qualifying criteria.

The hedge relationship can be only discontinued
entirely where:

a. The hedge relationship is no longer in conjunction with
the entity’s risk management objective.

b. The hedge relationship no longer complies with the
qualifying criteria

c. The credit risk dominated the hedge relationship

d. The underlying instrument has been written off or
terminated.

Conclusion:

Hedge accounting is a useful extension in reporting
of financial information which is not as complicated as it

may prima–facie seems. It is useful for organizations who
experience volatility in their financial statements due to their
use (or expected use) of hedging instruments to offset
underlying risk.

It is no hidden fact that it requires a level of expertise
to ensure that it is applied appropriately and its effectiveness
is maintained fairly by investing proper time, resources and
knowledge on a continuous basis. Not applying hedge
accounting procedures appropriately can entail significant
consequences, ultimately resulting in volatile financial
statements. However, if applied effectively, it can bring a
better alignment of an entity’s economic and financial
statement and reports.
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Annexure:

The impact of IFRS 9 is uncertain and could result in
volatile financials, with a lack of both regulatory and market
preparedness ahead of the January 2018 deadline. In a forum
sponsored by Oracle and SAS, a panel discusses some of
the key topics regarding the new regulation, including how
banks and clients will be affected, who is best placed to
ensure firms are prepared for implementation and the aspects
the industry as a whole should be most concerned about.

Excerpts taken from https://www.risk.net/regulation/
5337746/bracing-for-impact-the-uncertain-effects-of-ifrs-9-
that-could-lead-to-volatility

1. Laurent Birade, Senior Risk Consultant, SAS

“The changes in accounting standards will affect firms
financially, and some initial estimates suggest the
impacts will be significant, with overall reserve levels
expected to increase by as much as 35–50%. In addition,
while macroprudential stress tests have typically
focused on the largest banks, these accounting
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standards apply to all financial institutions in their
respective jurisdictions, regardless of size. But, along
with these financial impacts, the changes required by
IFRS 9 and CECL necessitate a much deeper level of
modelling, analysis and reporting than before – and
these changes are not insignificant. Firms may need to
fundamentally adjust how they manage their loss
allowance processes – including how they integrate
their risk and financial data, design their analytics
platforms and share information between departments.”

2. Geetika Chopra, Senior Principal Product Manager,
Oracle

“The standards are not prescriptive and do not
recommend any single approach. There are no standard
benchmarks to ascertain what constitutes a complex
business model – much is left to the judgement and
discretion of the auditor. Though the US Federal
Reserve Board published a set of frequently asked
questions on the adoption of CECL, such guidance is
largely missing from central banks of most other
jurisdictions.

Uncertainty has led to institutions adopting tactical
solutions. However, whether that would sufficiently
meet the standards and pass the audit test is debatable.”

3. David Grünberger, Deputy Head of the Division,
Integrated Financial Markets, Austrian Financial
Market Authority

“Although many critical implementation issues have
not yet been publicly challenged, accounting enforcers
and banking supervisors are now actively pursuing
these issues to pre-clear some implementation issues
and prevent outlying ones. The European Banking
Authority (EBA) has conducted its second impact
study and published its final IFRS 9 implementation
study. New stress-testing methodology now focuses
on IFRS 9 provisions, which are the most crucial
amendment.

A variety of approaches has appeared recently, and
auditors seem hesitant to communicate where the
boundaries are set – although new commentaries from
the ‘Big Four’ audit firms have defined some limits.
Accounting enforcers have brought up key topics such
as the so-called ’absolute triggers’ and organised EU-
wide supervisory clearance. Banks will need to check
whether their methods comply with decisions and
expectations.”

4. Martim Rocha, Director, Risk Business Consulting, SAS

“IFRS 9 and CECL are primarily principles-based. As
such, the implementation guidelines are not
prescriptive, and will likely change as consensus is
built and clearer guidance is provided. Given the
evolutionary nature of these standards, institutions
may need iterative model development cycles before
transitioning to IFRS 9 and CECL reserving. That might
be too narrowly focused and could result in firms
underestimating the amount of work needed to cover
the full spectrum of required activities. Firms that start
too slowly or become fixated on only a single aspect of
the programme, with limited dedicated resources, may
find their timelines for the overall implementation
significantly compressed. In the case of IFRS 9 and
CECL, with the financial-impact bottom line being more
direct and transparent, it is paramount that firms are
more deliberate and forward-thinking in how they
approach their overall implementations.”

5. Nimesh Verma, Bank Advisory, Corporate &
Institutional Banking, BNP Paribas

Greatest Concerns relating IFRS 9 or CECL:

“For one, the lack of regulatory preparedness – no
fundamental regulatory rethink is in train yet. IFRS 9
represents a sea change in key inputs to regulatory
solvency, with the new expected loss provisioning
having a significant impact on the carrying values of
the largest component of banks’ balance sheets – loans.

Another aspect of concern is the lack of market
preparedness, as investors and analysts are far from
ready for IFRS 9. To date, both bank disclosure and
comprehensive industry-wide studies of the impact and
effects of IFRS 9 have been very limited.

IFRS 9 is a new lens through which to view financial
performance, and investors and analysts need to adapt
their analytical methodologies and recalibrate their
financial models. They may even need to develop an
entirely new suite of analyses. However, from our
discussions with market participants, it appears that
this has barely begun. This is often blamed on the lack
of disclosure and communication around IFRS 9 – we
have to wait for bank communication and results first.
Unfortunately, for many banks, this will first be
forthcoming in 2018 reporting, once IFRS 9 is live. All
of this gives scope for market confusion, not just next
year but also when we hit the next period of stress.”
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A major national initiative Make in India was designed
to transform India into a global manufacturing hub, by
attracting and facilitating investment, cultivating innovation,
enhancing  skill development, protecting intellectual
property, and building best-in-class manufacturing
infrastructure. As per the India Brand Equity Foundation
report, five-year goal for the Indian government is to increase
manufacturing’s share of gross domestic product (GDP) from
16% to 25%, creating 100 million new jobs along the way.
India’s manufacturing sector has stagnated at about 16% of
GDP. Hence a range of initiatives, like reduction in income-
tax rate for micro, small and medium enterprises, investments
in road, rail and port infrastructure, and incentives like free
land to set up base and 24x7 power supply have been
launched to set the wheels in motion.

The biggest priority in the manufacturing industry in
this new phase of industrial revolution 4.0, seems to be
adopting transformative technologies to accelerate this
growth. This depends on the speed and rigor with which
manufacturing companies can inculcate Robotics,
Automation, Big Data capabilities and Augmented Reality.
The major challenge is to obtain talent that can adapt to
these technologies quickly.

The leading business daily Mint has published India’s
Best Working Places in Manufacturing in the year 2018.
Following are the views expressed by organizations, when
asked about the criteria of being chosen as Best Workplaces

1) Strong HR centric values and policies have enabled
Adani Gas to attract finest of the talents.

2) Apollo Tyres focuses on creating an environment,
where cross functional teams can work together, to
ensure rapid development of their employees.

3) Gabriel India believes in creating a workplace
environment where talent can thrive. It also maintains
30% of shop floor jobs for women.

4) Rahul Gama – Head HR of GCPL (Godrej Consumer
Products Ltd.) believes that employees’ contribution
at workplace plays significant role and not attendance.

5) Saptarshi Roy – Director, NTPC annotated that NTPC
ensures learning opportunity and environment for the
employees, young, dynamic, talented and diverse
workforce

6) Suagata Gupta – MD & CEO, Merico expressed that
proactively adapting to the ever changing business
world and creating the culture which is agile is Merico’s
readiness for the future.

7) Tata Steel has been consciously striving towards a
more inclusive work environment and also reiterating
the importance of respect at workplace with rich legacy
of pioneering employee welfare initiatives which has
always been the core ethos of the Tata Group.

8) Basant Jain – CEO, Mahindra Susten, believes that
creating a positive work environment through
committed and engaged employees is a key to long
term sustainable success.

9) Indian Oil with vision to be the energy of India promotes
participative culture with the core values of care,
innovation, passion and trust firmly rooted in its
culture.

10) P. N. Chhangani – President, Shree Cement shared that
happy employees lead to greater productivity. The
organization focuses on creating a happy workplace
as embedded in the vision statement.

References:

1. Bhattacharya, P. Mehta, A. (2018), Best workplaces in
Manufacturing Look to attract younger talent, Mint,
pp. 1-4
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As a part of Journal Club activity (Knowledge sharing
platform at DR VN BRIMS), Trends in Human Resource
with special reference to Human Capital were taken as a part
of discussion. A thorough study of the last 12 months (2016-
17) magazine was done which involved study of
approximately 150 articles, 8-10 case studies and many more.

Human Capital which is a monthly HR magazine has:

12-14 articles per magazine

Structure of the magazine is:

- Food for Thought

- Cover Story

- Guest Column (Panel Discussion)

- Case Study

The magazine highlights important areas of HR and
the views of various HR experts from the industry and
academics are taken upon the same. After going through
various trends we shortlisted the 3 most spoken about trends
in the industry and they are:

Skilling India/ Conjugation between B-schools and
Business.

Women Entrepreneurship/ Work Life Balance.

Demystifying Diversity

Stated below are few thoughts of the HR experts on
the trends:

1 A) Skilling India/ Conjugation between B-schools and
Business.

Automation puts techies’ jobs at risk

“Around 40% jobs will be redundant in next 3 years
and anxiety is spreading across 3.7 million strong IT
workforce.”

“Skilling India needs to evolve over and above the
precept of a mere mechanism of meeting the demand-
supply gap. It involves detailed planning and
operationalization as a broader endeavor towards
bringing about social transformation”

“In order to ensure that the skilling initiative is
successful, a holistic approach seems to be the need

of an hour. Industry experts as well as the prevailing
conventional wisdom confirm that public perception
on skilling and vocational training is abysmally low”

- By Rajib Kumar

Technology : A Learning Tool

“Employees still acknowledge that they have learning
needs, and a reasonably positive intent. But, just like
fitness and exercise, the ability to invest structured
time and effort for learning remains a big question for
most.”

- By Sandyp Bhattacharya (SVP and Head HR of
Mahindra Comviva)

“HR Leaders have more information at their fingertips
than ever before, and, have turned to analytics tools to
find, hire and retain the best talent. Companies also
want to implement performance management
technology to appeal to an increasingly collaborative
and tech-savvy crop of new age workers”

- By Nitya Nivali (HR Director at Progress
Software India)

Delivering Value Driven Coaching

“No company, small or large, can win over the long run
without energized employees who believe in the mission
and understand how to achieve it.”

- Jack Welch, General Electric

“Having a value proposition is good, but if we do not
deliver what we promise, then it is not good. Therefore,
value delivery is an important part of the cycle. And, it
is equally important to understand that it is better and
easier to keep our existing customers than to always
find new ones. That is value retention.”

- By Sandhya Mathur, Founder and CEO, Inward Focus,
Senior faculty at Symbiosis Coaching, U.S.

“More and more business is being conducted through
project based virtual teams rather than manager-led
intact workgroups. This means that the organizations
will need to look at engagement, which is beyond the
team and the manager. Organizational enablers and
leadership will play a greater role as the businesses
continue to evolve.”
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1 B) Conjugation between B-schools and Business.

“According to a recent ASSOCHAM study, most of
the 5500 B-schools in India are producing sub-par
graduates who are largely unemployable resulting in
these pass-outs earning less than Rs 10000/- a month”

-  Zubin Zack, Director and Chief Recognition Strategist,
O.C. Tanner

“Organizations need people who are actually capable
of driving ideas, but in most of the cases existing
employees are already stretched by the work in hand.”

- Director, Corporate and Career Services, Great Lakes
Institute of Management

Creating Leaders of Tomorrow

“To lead is a natural ability….is a concept that
originated in India thousands of years ago. It has been
reflected in mythology that the one who rises to the
occasion and takes the charge is the one who
possesses the inherent capability to lead.”

“The Gurukul had the supreme guide or the ‘Guru’,
who meticulously planned the growth of the students,
and looked at the student with a fair eye. It was also up
to the student to get the most out of the Guru and
taking his philosophy ahead. The business requirement
of creating successors, gave birth to the initiative I-
coach, this programme is developed on the concept of
‘shadowing’”

- By Sudakshina Bhattacharya, Senior VP HR at IL&FS
Financial Services

Developing Human Capital through Skilling

“The functioning of the educational institutions, as
well as the choice of education amongst the youth. Is
remarkably influenced by the market economy. A quest
for knowledge no longer remains as the only factor of
motivation for prospective learners; rather, it is the
availability of employment in the market that makes
learners chooses their areas of study.”

“Skilling India must create pathways for better wages,
and tangible, exponential growth in employment for
direct beneficiaries. For employers and large industries
alike, it must bring forward increased quality of services
and productivity, better manpower and retention,
improved occupational health and worker safety, time
and cost savings along with alignment to international
standards and more revenues.”

Career in Data Science- a Job in High Demand

“With machine learning, deep learning, advanced
analytics and cognitive computing gaining greater
relevance, the requirement has shifted from the

traditional business data scientists to advance machine
data scientists.”

The opportunities are unlimited and data science will
become one of the most sought after and highest paid
professions in the next 5 years.”

- By Dr. Sethuraman Janardhanan, Account Leader-
Big data analytics at Happiest Minds Technologies

2) Work Life Balance

Is Your Workplace Happy?

Tony Robbins, the leading entrepreneur and bestselling
author says, “All of us have two basic needs in our
lives, the need to grow and the need to contribute.”

“Companies that visualize the importance of aligned
values between the candidate and the company will go
a long way in achieving greater productivity, team
harmony and length of service from their new hires.”

- Nicolas Dumoulin, MD for Michael Page India

Striking the Right Balance

“People are better engaged because they are working
with the people they connect with, since a large part of
our lives are spent in an organization. It therefore
becomes the responsibility of an organization to create
an engagement, and an opportunity to ensure that
people connect with the organization, stay longer and
hence remain happy.”

- Seema Padman, Senior Director, Epsilon

Challenging Oneself for Organizational Growth

“Most workplaces encourage people with innovative
minds, since they are the ones who bring a higher order
of mental application to the job. A true professional
with an innovative mind is simply not content with the
way things are; and is constantly thinking of the way
things ought to be, the improvements that can be made,
and the greater success that can be attained.”

- Simanta Mohanty, HR Consultant, Community
Empowerment Lab.

3) Demystifying Diversity

Diversity- the art of thinking independently together

- Malcolm Forbes

“When people from varied cultures and different
ethnicity come together, they bring along a wide range
of characteristics and experiences, thus, embracing
diversity can broaden the skill base and the knowledge
base, making it much more competitive and innovative.”
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Work Place Diversity in the VUCA World

“Organizations need to create an environment that
fosters open culture and the two-way communication
between male and female employees and amongst each
other as well.”

“An organization that is looking forward to long term
growth and sustainability, needs to leverage and
capitalize on generational diversity so that they can
contribute to increased competitive advantage,
enhanced workplace productivity and succession
planning.”

Enforcing Diversity in Thoughts

“In addition to creating a workplace inclusive of race,
gender and sexual orientation, many organizations are
seeking value in something simpler; diversity of
THOUGHT. Achieving the full potential of this diversity
is a business priority that is fundamental to an
organization’s competitive success and innovation.”

Understanding the Right Framework for Diversity

“Creating a diverse team can leverage the carving of a
new path for organizations to venture into and be
successful in. It is only when people feel that they are
accepted, they will be able to give their best at their
workplace, and enable the company to reach new
zeniths.”

- Ms Shikha Gupta, Senior HR Manager at
Grabhouse.com

Let’s hold on to our horses and see what would
influence Hr in 2018. HR teams may have more tools at
their disposal than ever before. The challenge would
be to focus on those resources for creating business
outcomes in a way that generates maximum results for
the companies.
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Lean thinking is a business methodology that intends
to provide a new way to think about how to organize human
activities to deliver more benefits to society and value to
individuals while eliminating waste. The term lean thinking
was coined by James P. Womack and Daniel T. Jones to
capture the essence of their in-depth study of Toyota’s
fabled Toyota Production System. Lean thinking is a new
way of thinking about any activity and identifying the waste
inadvertently generated by the way the process is organized
by focusing on the concepts of:

1. Value,

2. Value streams,

3. Flow,

4. Pull,

5. Perfection

The basic insight of lean thinking is that if you train
every person to identify wasted time and effort in their own
job and to better work together to improve processes by
eliminating such waste, the enterprise will deliver more value
at less expense while developing every employee’s
confidence, competence and ability to work with others.

Currently management institute are dealing with following
challenges:

1. There is high competition for quality education

2. As per AICTE report 160 Indian Management Schools
were shut down(2012-2013) due to

• Poor quality

• Inability to run it at full utilization

3. ¼th of Business Schools is accommodating less than
60 candidates which is a extremely bad as per AIMA

4. Government Of India Recently directed HEI(Higher
Education Institute)

• To increase intake

• To offer diverse degree programs

• To pay attention to

-  Quality of Teaching and

-  Research

For handling such challenges practical approach is
required. We at BRIMS have chosen ‘Action Research
Methodology’ (ARM) for removing waste and creating the
values.

ARM (Action Research Methodology) is a method of
fact finding by experimentation to practical problems and
action solutions with the collaboration of scientists,
practitioners, and laymen.

Five-step framework for LT implementation in an
Educational Institute coined by Gopalakrishnan
Narayanamurthy, Anand Gurumurthy and Raju
Chockalingam in their paper titled Applying Lean Thinking
in an Educational Institute- An Action Research.

Construct the 
process flow diagram 

of the entire 
organization

Construct the 
process flow diagram 
of a specific process 

to be studied

Identify different 
types of wastes

present in the final 
process constructed

Identify solutions 
and apply lean 

practices and tools to 
eliminate the wastes 

identified

Compare the change 
in performance 

measures and pursue 
continuous 

improvement

After applying the above steps below are some
processes with waste identification and its probable
solutions:
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Sr. No. Waste Type Probable Solution

1 Students frequently borrowing the submitted Rework, Motion Institute will make a repository
origninal documents for scanning  of scanned documents

2 Not submitting the documents in time Waiting Continuous follow-up
3 Duplication of data for various regulatory Rework and Over Capture the data at the time of

authorities  processing admission and create a repository
4 Admission cancelation Rework
5 Data entry from physical form to excel sheet Rework Capture the data at the time of

admission and create a repository
6 Time taken to get the I-card Waiting

 P
ro

ce
ss

A
ca

de
m

ic
: -

 S
ch

ed
ul

in
g

Sr. No. Waste Type Probable Solution

1. Lecture cancelation Rework, Motion, It should be informed in
Waiting, Over advance so that other lecture

Processing   can be scheduled in that slot.
2 Late starting of lecture Waiting, Defects 1
3 Guest lecture on week days Rework, Motion, It should be informed in

Waiting, Over advance so that we can
Processing   arrange the lectures accordingly.

4 Change of classroom due to non availability Rework, Motion, Dashboard
of IT Lab, campus placement Waiting, Over

Processing,
Defects

5 Infra-structure issues Rework, Motion, Proper & Timely Maintenance
Waiting, Over

Processing, Defects
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Sr. No. Waste Type Probable Solution

1 Student name submission in particular format. Rework Standardization of data
2 Student photo file name format Rework Standardization of data
3 Reprinting of mark sheets due to wrong name Defect/Error Identifying problem at source
4 Answer book bundle assigned on wrong name Defect(forwarded) Identifying problem at source
5 Follow up for: Waiting Auto Reminders

1.Question Paper submission
2.Assessed answer Paper submission

6 Internal Test answer sheets issuing Motion Process Standardization
7 Marks entry in software Over processing Process Simplification

(Technology)
8 Follow up for Pending Internal Assessment Rework, Motion, Live dashboard for

Waiting, students to show internal
Overprocesing assessment progress chart

9 Room Allotment for exam Defect Visual Control
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When the probable solutions are implemented then the comparison step mentioned in the 5-step framework will direct
all efforts towards continuous improvement, which indirectly initiates lean implementation in the institute.

“Lean is learning to see waste. The moment you begin to see waste, everything else will take care of itself. Until you
don’t see waste in everything, you don’t understand lean.”- Paul Akers

Source :
Gopalkrishaan Narayanamurthy, Anand Gurumurthy & Raju Chockalingam. (2016),"Applying learn thinking in an

educational institute - an action research," International jornal of productivity & Performance management, Vol. 66 No. 5,
2017 PP. 598-629
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Sr. No. Waste Type Probable Solution

1 Analysis is done manually using MS Excel Rework, Motion, Automation using
Waiting, Over customized software
Processing,

Defects
2 Less student attendance Rework, Waiting, Flexibility of place to

Over Processing, students
Defects

3 Change in time Rework, Motion, Flexibility of time to
Waiting, Over students
Processing,

Defects
4 Overlapping activities Rework, Motion, Dashboard

Waiting, Over
Processing,

Defects
5 Non-availability of IT Lab Rework, Motion, Dashboard

Waiting, Over
Processing
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"There will be a road

It will not connect two points

It will connect all points

It's speed limit will be the speed of light

It will not go from here to there

There will be no more there

We will all only be here."

Source:1994 Television, recited by Academy Award Winner Anna Paquin
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VPM Group Institutions

Dr. Bedekar Vidya Mandir (Marathi Medium School)

Sou. A. K. Joshi English Medium School

B. N. Bandodkar College of Science

K. G. Joshi College of Arts

N. G. Bedekar College of Commerce

VPM's TMC Law College

VPM's Dr. V. N. Bedekar Institute of Management Studies

VPM's Polytechnic

VPM's Advanced Study Centre

VPM's Polytechnic IT Centre

VPM's Centre for Foreign Language Studies

VPM's Department of Defence and Strategic Studies

VPM’s London Academy for Education and Research

VPM’s  Academy of International Education and Research

VPM’s  Maharshi Parshuram College of Engineering, Velneshwar

VPM’s  Institute of Distance Education

VPM’s  Centre for Career and Skilled Development

VPM’s  Council of Senior Scientists

VPM’s  Thane Group of Institutions Unified Placement Cell (UPC)
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